Ann D. Berkowitz
Project Manager — Federal Affairs

November 25, 2002

Ex Parte

Marlene H. Dortch
Secretary

Federal Communications Commission
455 12th Street, SW. - Portals

Washington, DC 20554

Re: Bell Atlantic Corp. and GTE Corp., CC Docket No. 98-184

Dear Ms. Dortch:

\—

verizon

1300 | Street, NW
Suite 400 West
Washington, DC 20005
(202) 515-2539

(202) 336-7922 (fax)

The enclosed letter was provided to D. Attwood today. If you have any questions, please do not

hesitate to call me.

Sincerely,

(on DBt

CC: Carol Mattey
Mark Stone
Dennis Johnson
William Dever
Daniel Shiman
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verizon

Ann D. Berkowitz 1300 | Street, NW
Project Manager — Federal Affairs Suite 400 West

Washington, DC 20005
(202) 515-2539

November 25, 2002 (202) 336-7922 (fax)

William Maher

Chief, Wireline Competition Bureau
Federal Communications Commission
455 12th Street, SW.

Washington, DC 20554

Dear Mr. Maher

Pursuant to Condition V, Attachment A, Paragraph 4 of the order approving the merger between
Bell Atlantic and GTE (“Merger Order”), as modified by the Consent Decree (FCC 02-119)
released on April 23, 2002, Verizon hereby provides notice that on October 25, 2002 the New

Y ork Public Service Commission adopted certain changes to the New Y ork Carrier-to-Carrier
Guidelines (the New York “businessrules’). Attachment 1 to thisletter is a copy of the New

Y ork PSC’s October 25 Order. Verizon recommends incorporating all substantive changes
adopted by the New Y ork PSC that relate to the Federal Carrier-to-Carrier Plan.

Attachment 2 to this letter is aredline of the Guidelines contained in Attachment A, pages A-l1a
1 through A-2a-53, of the Merger Conditions to reflect those changes adopted by the New Y ork
State Public Service Commission on October 25, 2002 that relate to the Federal Carrier-to-
Carrier Plan. The redline also has a suggested change to ensure consistency within the
Guidelines and has been updated to properly reflect only those states now included in the Plan.

Attachment 3 is summary of all of the changes reflected in the redline, with those changes
related to the New Y ork orders identified separately. Verizon plans to implement all of the
recommended changes effective with the December 2002 data month.

If you have any questions, please do not hesitate to call me.

Sincerdly,

(on DBt

CC: Carol Mattey
Mark Stone
Dennis Johnson
William Dever
Daniel Shiman
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STATE OF NEW YORK
PUBLI C SERVI CE COWMM SSI ON

At a session of the Public Service
Comm ssion held in the Gty of
Al bany on Cctober 23, 2002

COWM SSI ONERS PRESENT:

Maureen O. Hel ner, Chairnan
Thomas J. Dunl eavy

Janes D. Bennett

Leonard A. Wi ss

Neal N. @Gl vin

CASE 97-C- 0139 — Proceeding on Mttion of the Comm ssion to
Revi ew Service Quality Standards for Tel ephone
Conpani es.

ORDER ESTABLI SHI NG ADDI Tl ONAL
| NTER- CARRI ER SERVI CE QUALI TY GUI DELI NES

(I'ssued and Effective Qctober 25, 2002)

BY THE COWM SSI ON:
| NTRODUCTI ON

On April 29, 2002, we issued an Order Modifying
Exi sting and Establishing Additional Inter-Carrier Service
Quality Guidelines (Guidelines) for Verizon New York Inc. f/k/a
New Yor k Tel ephone Conpany (Verizon) and Frontier Tel ephone of
Rochester, Inc. (Frontier). That order followed simlar
adoptions in this case in March 1998; February, June and
Novenber 1999; February and Decenber 2000; and Cctober 2001.
Since our April 2002 order was issued, the Carrier Wrking G oup
has continued its collaboration as an industry group and has
productively reached consensus on many nore issues. This order
adopts those consensus changes to the Verizon Guidelines and
resol ves one di sputed issue.

Noti ce of our proposed action adopting additional
inter-carrier service quality netrics and standards was
published in the State Regi ster on August 7, 2002. The conment




CASE 97-C 0139

period expired on Septenber 21, 2002. No comments were
recei ved.

The Carrier Wrking Goup agreed to certain revisions
to the Inter-Carrier Tel ephone Service Quality Guidelines, and
its recommendati ons are di scussed below. Generally, where the
affected parties have agreed upon the need for, and
i npl enentation of, standards and netrics, we will adopt their
recommendati ons and nonitor performance reports to insure
conpetitive devel opnent in the | ocal market. W expect the
Carrier Working Goup to advise us of the need for further
nodi fication of these adopted itens, and any exi sting standards
and neasures. \Were the Carrier Wrking G oup nenbers have not
agreed, we w |l discuss our findings bel ow

Changes to Verizon Quidelines
The Carrier Wrking Goup suggests clarification of
| anguage and correction of mnor errors, and al so indicates

changes necessary to conformthe guidelines to current
operational practices. These are sunmarized on Attachnent 1 -
Changes to Verizon CGuidelines. The changes are categorized as
follows: admnistrative, those not requiring a process change
(Section A), and those requiring a process change (Section B).
These are reasonabl e consensus changes, which will help clarify
t he gui delines and neasure nore efficient operational processes,
and we adopt them

Non- consensus |ssue: Recal culation of D sputed Metrics
Conpetitive Local Exchange Carriers (CLECs) nmay, from
time to tinme, wish to place uni que, unexpected or |arge vol une
orders. Rather than foll ow normal business practices, CLECs may
request that Verizon handl e such orders as projects. Wile such
one-of -a-kind handling may nutually benefit the CLEC, its end
user and Verizon, deviation fromstandard policies nmay put
Verizon at risk of achieving standards for certain netrics.
In order to avoid operational delays in serving
custoners while parties discuss these netrics perfornmance
i ssues, the Carrier Wrking Goup agreed on a franework to all ow

-2



CASE 97-C 0139

the actual work to proceed. The procedures and potentially
excluded nmetrics are detailed on Attachment 2 — Appendi x S,
Projects Requiring Special Handling. Under the proposal, the
CLEC woul d define the project by identifying the associated
Purchase Order Nunmbers (PONs), a unique PON identifier, start
and stop dates, and requested deviations from standard
practices. Verizon would notify the CLEC (and Staff) of netric
exclusions.! Should the parties disagree on the exclusions they
will attenpt to resolve the issues through negotiations. |If
negotiations fail, the CLEC could use our Expedited D spute
Resol ution (EDR) Process.

Al Carrier Wrking Goup nenbers concur in the
| anguage in Attachnent 2. Metropolitan Tel ecommuni cations
(Met Tel ) al one proposed adding a statenent requiring Verizon to
recal cul ate or "restate" the affected metrics should an EDR be
resolved in the CLECs favor.? It is MetTel’ s position that
since Verizon is granted the "right" to initially interpret
exclusions in order to expeditiously publish its reports, it has
t he correspondi ng obligation to subsequently correct any
i naccuracies it created by exercising this discretion. Verizon
has indicated that inclusion of a blanket recal cul ation
requi renent in Attachnment 2 m ght del ay project commencenent
while netrics discussions proceed. Qher parties generally
agree that nmetrics decisions should not del ay operational
pr ogr ess.

Attachment 2 details the five netrics that would be excl uded
fromall CLEC-requested projects and identifies the three
other metrics subject to exclusion on a case-by-case basis
dependi ng on the nature of the project.

2 MetTel recommended adding, at the end of page 2 of
Attachnment 2: *“Should the issue be decided contrary to the
position assumed for nmetrics report generation, Verizon wll
restate the affected nmetrics.” MetTel subsequently indicated
a wllingness to nodify this statenent to indicate that
restatenent would be required only when the change woul d be
significant.



CASE 97-C 0139

Waile it is desirable to ensure an accurate historical
record of performance, we decline to adopt MetTel's suggestion.
The intent of the special handling provision, one with which we
concur, is efficient service to custoners, both of the CLECs and
their end users. MetTel's proposed recal cul ati on requirenent
could interfere with the snooth processing of projects by
removi ng Verizon's incentive to expeditiously commence
operational project work before fully exam ning nmetrics inpacts.
Moreover, in their normal replication efforts, parties may
address any al |l eged di screpancies with the Carrier Wrking
Group, or bring themto our attention

The consensus recommendation is adopted w thout the
Met Tel proposed recal cul ati on requirenent.

CONCLUSI ON

The consensus recomendati ons of the Carrier Wrking
Group, as discussed in and appended to this order, are adopted.
The nodified nmetrics and standards we adopt here, with the
exi sting guidelines, pronote a conpetitive |ocal exchange
mar ket. These nodifications shall beconme effective inmediately.
Reporting shall begin in January 2003 (Decenber 2002 data),
unl ess otherw se specified in this order. As directed, the
Carrier Wrrking Goup and its subgroups shall continue to
address issues and report findings and recomrendations to us as
required. Verizon shall file conpliance docunents with the
Comm ssion within fifteen (15) days of the issuance of this
order.® These and future inter-carrier service quality
gui del ines do not supercede commitnents in existing
i nt erconnection agreenents unless the contract terns so specify
or the contracting parties have otherw se agreed to be bound by
t he gui del i nes.

% Due to Verizon's internal Change control review
requi renents, the conpany may delay filing of Appendix N -
Tabl e of Measures, Sub-Metrics and Product D saggregation,
until 45 days after the issuance of this order

-4-



CASE 97-C 0139

The Conm ssion orders:

1. The revised netrics and standards set forth in,
and appended to, this order are adopted.

2. Wthin 15 days of the date this Oder is issued,
Verizon New York Inc. shall file with the Secretary (20 copies)
and serve upon each party the ordered corrections, changes and
additions to the Cuidelines Docunent, with the exception of
Appendi x N.

3. Wthin 45 days of the date this Order is issued,
Verizon New York Inc. shall file with the Secretary (20 copies)
and serve upon each party the ordered corrections, changes and
addi tions to Appendi x N of the Cuidelines Docunent.

4. Verizon New York Inc. shall include with its
initial conpliance filing a report on the status of netric
reporting, specifying dates for the reporting of all netrics.

5. This proceeding is continued.

By the Comm ssion,

( SI GNED) JANET HAND DEl XLER
Secretary



Attachment 1: Consensus Changes to Verizon Guidelines
Page 1 of 15
Section A: Administrative Changes Not Requiring Process Changes

Section A: Administrative Changes to the Guidelines Not Requiring Process Changes

l Miscellaneous | Sub-metrics table
Change Proposed:
Change the number of PR-3 sub-metrics from seven to six.
Rationale:

PR-3-11 has been deleted.

| Miscellaneous | Appendix table
Change Proposed:
Add a line for Appendix S.
Rationale:

Appendix S “Projects Requiring Special Handling” has been added to the Guidelines.

[ Miscellaneous | Retail Analog Compare Table

Change Proposed:
Add the following products to the Provisioning section of the table:
esale and UNE Specials Other, both with analog = Retail Special Other
Resale and UNE POTS/Coruplex = Retail POTS - Total (All)
UNE POTS Total = Retail POTS Total
UNE POTS Loop — Total = Retail POTS Total.
Rationaie:
Products appear in the guidelines but were not in the table.

Change Proposed:
Change the UNE Loop and UNE Platform products in the Provisioning metrics section of the
table to read UNE POTS Loop and UNE POTS Platform.

Rationale:
Language clarification.

| Miscellaneous | Global change to 2W reference and DSL

Change Proposed:

Change any appearance of “2W” to “2-Wire”. Change any appearance of “DSL” to “xDSL”.
Rationale:

Consistency of language.



Attachment 1: Consensus Changes to Verizon Guidelines
Page 2 of 15
Section A: Administrative Changes Not Requiring Process Changes

PO-2 OSS Interface Availability | Products: Maintenance Web GUI (RETAS/ Pre-
ordering/Ordering WebGUI EDI CORBA, Maintenance —
Electronic Bonding

Change Proposed:

Change the Definition section, last paragraph to read (added text in bold):

Rarionale:

Separate measurements are performed for each of the following: Pre-Ordering/Ordering
EDI, Pre-Ordering/Ordering/Maintenance Web GUI, CORBA, and Maintenance Electronic
Bonding (EB). Each availability interface is measured separately with each interface
having its own set of processing complexes. A processing complex consists of a set of
servers that serve as primary and backup. The number of processing complexes
associated with each interface (EDI, CORBA or WEB GUI) varies as needed,
however, the metric calculations performed for each interface includes the number of
processing complexes associated with the individual interface. For example, when
determining the number of Prime-Time minutes scheduled for the month, for the EDI
interface, the number of processing complexes associated with EDI is factored in to
the calculation. The EnView process will be expanded/updated to monitor and report on
future OSS processes.

Defines a processing complex and describes how the number of complexes is factored into the

metric calculation.

Change Proposed:
Update the Formula section by adding the following example of the calculation at the end:

Rationale:

For example (assuming all processing complexes are scheduled to be operational for the
entire month):

Step One: Determine prime-time scheduled minutes in a mionth. This is accomplished by
[(number of days (Monday through Saturday) in the report month) x (scheduled prime-time
hours per day) x (sixty (60) minutes)] x the number of processing complexes.

Step Two: Determine number of outage minutes in a month.

Step Three: [(prime-time scheduled minutes in a month minus outage minutes in a month) /
(prime-time scheduled minutes in a month)] x 100 = Prime-Time Availability %

Clarifies the methodology.



Attachment 1: Consensus Changes to Verizon Guidelines
Page 3 of 15
Section A: Administrative Changes Not Requiring Process Changes

Change Proposed.
Change the PO-2-02 and PO-2-03 numerator and denominators to read:
PO-2-02 Numerator: Total number of scheduled prime-time hours in the month for all
available processing complexes minus the total number of unscheduled outage hours during
prime-time in the month for all available processing complexes.
PO-2-02 Denominator: Total number of scheduled prime-time hours in the month for all
available processing complexes.
PO-2-03 Numerator: Total number of scheduled non-prime-time hours in the month for all
available processing complexes minus the total number of unscheduled outage hours during
non-prime-time in the month for all available processing complexes.
PO-2-03 Denominator: Total number of scheduled non-prime-time hours in the month for
all available processing complexes.
Rationale:
Consensus language more accurately describes the existing process.

| PO-3 | Contact Center Availability

Change Proposed:

Change the Geography for PO-3-02 to "Verizon North UNE & Resale combined”.
Rationale:

Consistent with Verizon Contact Center reorganization.

| OR-1 | Order Confirmation Timeliness

Change Proposed:
Add the following to the Notes at the end of the Definition section:

(6) ASR requests that have the RTR field populated with a code that indicates the CLEC
requested that no confirmation / response be sent are not counted in the OR-1
confirmation timeliness metrics.

Rationale:
Ensures that Verizon is not penalized for following CLEC instructions that no confirmation or
response be sent.

Change Proposed:
Remove the reference to sub-metric OR-1-01 from the Exclusions section.
Rationale:
Sub-metric OR-1-01 was removed from the guidelines per the 10/29/01 Commission Order.

Change Proposed:

Remove the dash that appears before “Verizon SOP...” in the Exclusions section.
Rationale:

Corrects typographical error.



Attachment 1: Consensus Changes to Verizon Guidelines

Page 4 of 15
Section A: Administrative Changes Not Requiring Process Changes

| OR-2 | Reject Timeliness

Change Proposed:
In the Performance Standard section, UNE column, modify the second sentence to read
(additions in bold):
Fax/Mail is not available for LSRs:
Rationale:

Clarification. Language is consistent with that for OR-1.

[ OR-3 | Percent Rejects

Change Proposed.
Add a “Products” box before sub-metric OR-3-02 and list “EDI” as the product.
Rationale:

To specify that OR-3-02 applies only to LSR PONSs resubmitted via EDI.

| OR-4 | Timeliness of Completion Notification

Change Proposed:
Update the Exclusions section to remove the word “For” from the beginning of the sentence in
the last bullet. Italicize the word only to visually émphasize that the exclusion applies onily io
OR-4-11.

Rationale:
Corrects grammar.

Change Proposed: :

Remove the “Note” from the Geography section that indicates the geography is state specific.
Rationale:

The language is redundant.

Change Proposed:

Remove the extra period at the end of OR-4-17 numerator description.
Rationale:

Corrects typographical error.



Attachment 1: Consensus Changes to Verizon Guidelines
Page 5 of 15
Section A: Administrative Changes Not Requiring Process Changes

l OR-6 ] Order Accuracy

Change Proposed:
Update the Performance Standard section to state that the OR-6-01 standard is 95% orders
without Verizon errors.

Rationale:
Specifies that Verizon errors are measured.

Change Proposed:
Remove the reference to the OR-6-03 (interim measure) from Performance Standard section.
Rationale:
The OR-6-03 interim measure was removed from the guideiines per the 4/29/02 Commission
Order.

Change Proposed:

Update the geography section to remove the OR-6-02 reference listed under Resale and UNE.
Rationale: ‘

OR-6-02 was removed from the guidelines per the 10/29/01 Commission Order.

I PR-1 ] Average Interval Offered

Change Proposed:
Update the Definition section to make the Special definition consistent with those in the
Glossary and “Product identification descriptions” sections.

Rationale:
The definitions shouid be consistent.

Change Proposed:
Update the Exclusions section to add 2-Wire Digital to the exclusion for orders that require
manual loop qualification.

Rationale:
The exclusion also applies to 2-Wire Digital products.

Change Proposed:
Update the sub-metrics titles and products below (additions in bold):
PR-1-06 title: Average Interval Offered — Specials DSO0.
PR-1-06 Resale and UNE Products: change Specials to DSO.
PR-1-07 title: Average Interval Offered — Specials DS1.
PR-1-07: Resale and UNE Products: change Specials to DS1.
PR-1-08 title: Average Interval Offered — Specials DS3.
PR-1-08: Resale and UNE Products: change Specials to DS3.
Rationale:
The sub-metric titles referred only to the DS level, but the product was listed as Specials.



Attachment 1: Consensus Changes to Verizon Guidelines
Page 6 of 15
Section A: Administrative Changes Not Requiring Process Changes

Change Proposed:

Update the PR-1-12 numerator to remove “(D&F)”.
Rationale:

Disconnects can be more than D (a total disconnect of service) and F (move of the entire

service from one place to another); they can also be C (removal of a product or service from an
account).

| PR-3 | Completed within Specified Number of Days (1-5 Lines)

Change Proposed:

In the table at the beginning of the PR section change the number of PR-3 sub-metrics to six.
Rationale:

PR-3-11 has been deleted.

Change Proposed:
In the Exclusions section, for PR-3-10, add 2-Wire Digital to the products excluded when
orders require a manual loop qualification.

Rationale:

2-Wire Digital orders that require a manual loop qualification are also excluded from the 6-day
standard.

Change Proposed:
In the Performance Standard section, for PR-3-10 2-Wire Digital Loops indicate that the
standard 1s panty with Retail (not VADI).

Rationale:

The standard listed for 2Wire [sic] Digital Loops is incorrect because VADI does not offer a
comparable product.

Change Proposed:
Remove PR-3-11 from the guidelines, including references in Performance Standards section.
Rationale:
Sub-metric PR-3-11 % Completed in 9 Days 1-5 Lines — Total for 2-Wire xDSL Loops was an
interim measure until PO-8-01 % On Time -- Manual Loop Qualification was implemented.
PO-8-01 has been reported since the January 2002 report month.

| PR4 ] Missed Appointments

Change Proposed:

In the Definition section, establish a new paragraph beginning at “DSL Loops are...”.
Rationale:

Aesthetic change to put a different product in a new paragraph.



Attachment 1: Consensus Changes to Verizon Guidelines
Page 7 of 15
Section A: Administrative Changes Not Requiring Process Changes

Change Proposed:
Remove the reference to PR-4-14 from the first line of the Performance Standard section.
Rationale:
The PR-4-14 reference is not necessary in the first sentence because the first sentence is
applicable only to 4-01, 4-02, 4-04 and 4-05; PR-4-14 is already separately listed below.

Change Proposed.

In the PR-4-02 and PR-4-03 products lists for Resale and UNE, change POTS to POTS — Total.
Rationale:

Correctly describes what is reported for the sub-metrics.

Change Proposed: .
In the PR-4-04 and PR-4-05 Products lists: for Resale, change POTS to POTS - Total; for UNE

change Platform to POTS Platform.

Rationale:
Correctly describes what is reported for the sub-metrics.

Change Proposed:
In the PR-4-07 Description, modify the last sentence and add a new sentence to read (new
‘language in bold):
Telephone Numbers disconnected early at the customer’s request are considered aet met.
Orders where the trigger is in place less than one business day prior to the disconnect
due date but before the number is ported by the CLEC are not scored as missed
triggers.
Rationaie:
Correctly describes existing process wherein orders disconnected prior to 11:59 PM at the
CLEC’s request are counted as met.

Change Proposed:

In the PR-4-08 Products lists for Resale and UNE, delete the extraneous bullets.
Rationale:

Aesthetic change.

| PR-5 | Facility Missed Orders

Change Proposed:
In the PR-5-01 and PR-5-02 Products lists: for Resale, change POTS to POTS — Total; for UNE
change Loop to POTS Loop — Total and Platform to POTS Platform.

Rationale:
Correctly describes what is reported for the sub-metrics.

Change Proposed.:

In the PR-5-04 UNE products list, change the Loop to POTS Loop — Total.
Rationale:

Correctly describes what is reported for the sub-metrics.



Attachment 1: Consensus Changes to Verizon Guidelines

Page 8 of 15
Section A: Administrative Changes Not Requiring Process Changes

| PR-6 | Installation Quality

Change Proposed:
In the PR-6-01 and PR-6-03 products list for Resale, change POTS to POTS — Total. In PR-6-
01 for UNE, change POTS Loop to POTS Loop - Total and Platform to POTS Platform. In
PR-6-03 for UNE, change POTS Loop to POTS Loop — Total.

Rationale:
Correctly describes what is reported for the sub-metrics.

Change Proposed:
In the PR-6-01 Products list for Resale, insert a bullet in front of 2 Wire Digital Services
(ISDN).

Rationale:
Aesthetic change.

[ PR-8 | Open Orders in a Hold Status

Change Proposed:
Change the name of the metric to Percent Open Orders in a Hold Status. Note: this also
requires changes to the Table of Metrics, the Section 3 Provisioning Performance Table of
Metrics and the PR-8-01 and PR-8-02 Sub-Metric Titles.
Rationale: ’
More completely describes the measure.

Change Proposed.:

In the PR-8-01 and PR-8-02 products lists for Resale and UNE, change POTS to POTS — Total.
Rationale:

Correctly describes what is reported for the sub-metrics.

| PR-9 | Hot Cut Loops
Change Proposed:
Remove the reference to PR-9-09 from the Exclusions section.
Rationale: :

Sub-metric PR-9-09 was removed from the guidelines per the 10/29/01 Commission Order.

[ MR-2 [ Network Trouble Report Rate
Change Proposed:
In the MR-2-04 description, delete the apostrophe from “customers”.
Rationale:

Corrects grammar



Attachment 1: Consensus Changes to Verizon Guidelines
Page 9 of 15
Section A: Administrative Changes Not Requiring Process Changes

[ MR-3 f Missed Repair Appointments

Change Proposed:
In the Definition section, change the Disposition Codes 03 plus 04 to read as follows (addition
in bold):
Loop is defined as Disposition Codes 03 plus 04. These troubles are always dispatched
out.
Rationale:
Clanfies that certain troubles that do not get flagged as dispatched, e.g. those stapled to a cable
failure, are indeed dispatched out.

Change Proposed:
Add an exclusion for VZ official (administrative) lines to the Exclusions section (consistent
with the MR-2 exclusion).

Rationale:
Official lines are excluded.

Change Proposed:
In the Exclusion section, change the MR-3-02 redirect exclusion to read as follows (changes in
bold):
¢ Sub-meiric MR-3-02 POTS Loop Only: exclude redirected troubles. A trouble ticket is
considered a redirect if it was dispatched IN enee-and OUT e#ree, and the trouble was
found on the second dispatch (due to a CLEC error in the initial dispatch direction).
Reports with multiple dispatches in the same direction are not excluded.
Rationale:
Language clarifies the existing process in that it accounts for those instances where the Field
Technician works with the Central Office Technician to resolve a CO problem without
formally re-statusing the ticket.

| MR-4 | Trouble Duration Intervals

Change Proposed:
Update the Definition section to read as follows (changes in bold):
e For POTS, Resale and UNE Platform, type-serviees-trouble duration intervals are measured
on a running clock basis. Run clock...
e For UNE Loop, UNE 2-Wire Digital Loop, and UNE 2-Wire xDSL ELeep products,...
e For Special Services type-serviees and Interconnections trunks,. ..
Rationale:
Remove possible ambiguities; consistency of language.

Change Proposed:
Add an exclusion for VZ official (administrative) lines to the Exclusions section (consistent
with the MR-2 exclusion).

Rationale:
Official lines are excluded.
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Page 10 of 15
Section A: Administrative Changes Not Requiring Process Changes

Change Proposed:

In the Exclusion section, change the MR-4-03 redirect exclusion to read as follows (changes in

bold):

e Sub-metric MR-4-03 POTS Loop Only: exclude redirected troubles. A trouble ticket is
considered a redirect if it was dispatched IN ewee-and OUT e#nee, and the trouble was
found on the second dispatch (due to a CLEC error in the initial dispatch direction).
Reports with multiple dispatches in the same direction are not excluded.

Rationale:

Language clarifies the existing process in that it accounts for those instances where the Field

Technician works with the Central Office Technician to resolve a CO problem without

formally re-statusing the ticket.

Change Proposed:

Remove reference to UNE Loop comparison from the Performance Standard section.
Rationale:

Language 1s redundant because comparison is listed in the Retail Analog Compare Table.

Change Proposed:
Change the MR-4-01 Numerator to read as follows (changes in bhold):
Sum of trouble clear date and time minus trouble receipt date and time for Central Office
and Loop troubles (Disposition Codes 03, 04, and 05 (Speeials—exeludes-stop-time).
. -Rationale:
Language is redundant because the stop clock exclusion is already noted in the Exclusions
section and the fact that Specials use the stop clock is noted in the Definition section.

Change Proposed:
In the MR-4-02 Resale Products list, add a bullet in front of 2-Wire Digital Services (ISDN).
In the MR-4-04 Resale Products list, insert a return and bullet in front of Specials non-DS0 and
DSO.

Rationale:
Aesthetic changes.

| MR-5 [ Repeat Trouble Reports

Change Proposed:
In the Definition section, change the third sentence to read (addition in bold):
Any trouble, regardless of the original Disposition code that repeats as a...
Rationale:
Corrects grammar.

Change Proposed:
Add an exclusion for VZ official (administrative) lines to the Exclusions section (consistent
with the MR-2 exclusion).

Rationale:
Official lines are excluded.
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{ NP-2 | Collocation Performance

Change Proposed:
In the Performance Standard section, for the line beginning with NP-2-01, capitalize “Virtual”.
For the line that begins with NP-2-03, insert a comma between “NP-2-03" and “2-04".
Rationale:
Correct typographical errors.

Change Proposed:

In the Performance Standard section, remove the Note for the NP-2-05 standard ramp-up.
Rationale:

The standard for NP-2-05 is now 95% so the Note is no longer necessary.

l Glossary | BFR
Change Proposed:
Remove the BFR (Bona Fide Request) definition.
Rationale:

Appendix D Bona Fide Request Process was removed from the Guidelines with the 10/29/91
Commission Order (it is now contained in individual state tariffs).

I Glossary I VZ Administrative orders

Change Proposed:
Remove the programming code.
Rationale:

The code is not required for the definition.

] Glossary } Loop Qualification

Change Proposed:
Update the definition to read as follows (changes in beld):
Loop Qualification is the manual step whereby it is determined if the loop facility meets or
can be made to meet specifications necessary for 2-Wire Digital ISBPN-or xDSL services.
Rationale:
2-Wire Digital is the wholesale service offered.

[ Glossary [ Missed Appointment Codes
Change Proposed:
Remove the item and list of codes.
Rationale:

Unnecessary because the list of Missed Appointment Codes is contained in Appendix B.
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| Glossary | Special Services ]

Change Proposed:
Update the deﬁmtlon to read as follows (changes In bold)

Speclal Servnces are services that requlre engmeerlng design intervention. These
include such services as: high capacity services (DS1 or DS3), Primary rate ISDN, 4-
Wire xDSL services, digital services, and private lines or foreign served services (a line
physically in one exchange, served by another through a circuit). Excludes Any-DS0;
DS8tand-DS3;nen-access service (access services are defined as those purchased under the
state or federal access tariff by a wholesale/carrier customer). For Retail, any service or
element involving circuit design purchased by a Verizon retail customer, regardless of state
or federal access tariff. Excludes trunks. IOF and EEL are separately reported for
provisioning.

Rationale:

Makes definition consistent with that in the Product Identification Definition section.

| Product Identification Descriptions J Special Services T
Change Proposed:
Update the Provisioning and Maintenance bullets to read as follows (changes in bold):
Provisioning:
e CL-FEWD-isnetuuliRID ACT INTVL>0
Maintenance:

o Crieria for inclusion (for line count and trouble tickets) is Citeuitformat{efmt)-is
15512513 a5 defined-by Belleore-standard; report category (rpt_cat) is "CR"
indicating a Customer Reported trouble, circuit ID foermat does not indicate (fourth
character of circuit id for a length of 2) "TK","IB","DI","DO" because these are
considered POTS, 7th character of circuit id does not indicate official Verizon line as
defined by Bellcore standard practice, trouble code (trbl_cd) is either "FAC" or "CO"
indicating the trouble was found in the Facility-cable (from Central Office to
customers location), or in the Central Office (the trouble was found within the Verizon
Central Office), Maintenance center (MCTR) is net training or blank which excludes
troubles entered for employee training purposes, Subsequent calls on the same trouble
are not included in these metrics, Troubles/lines are excluded where circuit id (cktid
character 4 for a length of 2) indicates non-UNE access circuit, as defined in

Glossary above. tariff filing:
Rationale:

Special Services orders are identified by the presence of a Record Inventory Design (RID)
interval. Correctly describes maintenance criteria.
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l Product Identification Descriptions [ POTS — Total

Change Proposed:

Remove the programming code.
Rationale:

The code is not required in the definition.

I Product Identification Descriptions J Complex Services

Change Proposed:
Remove the ISDN Primary bullet.
Rationale:
ISDN Primary is not a complex service (it is either 2-Wire Digital or Special).

i Appendix A | Special Services

Change Proposed.
Update the definition under Special Services Maintenance to be consistent with that in the
Product Identification Descriptions section.

Rationale:
The two definitions should be consistent.

| Appendix B ) J Provisioning Codes

Change Proposed: .
Add “SC” with the definition “Subscriber CLEC” to the Missed Appointment Code (MAC),
Customer Missed Appointment list.

Rationale:
This valid MAC was previously not included.

Change Proposed:
Update to add codes under Order Type, Appointment Type, Seller Type and SCM table to
include the most recent list of codes.

Rationale:
Additions will show all appropriate codes included in the Service Order Database (SORD).

| Appendix M | Order Accuracy Details

Change Proposed:
Change title to “Order Accuracy Details”. Remove “Remarks (if applicable)” from the list of
specific fields reviewed.

Rationale:
Removal enables Verizon to proceed with the OR-6 mechanization process and was reflected in
the Memorandum of Understanding executed in the June 2002 timeframe.



Attachment 1: Consensus Changes to Verizon Guidelines
Page 14 of 15
Section B: Consensus Changes That Require a Process Change

Section B: Consensus Changes to the Guidelines That Require a Process Change

{ Miscellaneous | Retail Analog Compare Table -

Change Proposed:
Add the following to the “Exceptions for provisioning:” section of the table:
PR-6-01 UNE POTS Loop Total with retail analog of “Retail POTS Dispatched”.
Rationale: ‘
Provides for a better retail comparison (similar to the case of xXDSL Loops).

Change Proposed:
Create an “Exceptions for maintenance:” section and add the following:
MR-4-07 and MR-4-08 UNE POTS Loop with retail analog of “Retail POTS (total loop
and CO frame/wiring troubles). Note: excludes translation and switch troubles™.
Rationale:
A CLEC’s UNE Loop would not have any switching provided by Verizon and therefore would
never have a Verizon-caused translation or switch trouble. However, CO wiring troubles are

included.

] OR-2 I Reject Timeliness

Change Proposed:
Update the Exclusions section to add (after Duplicate Rejects):
o Any reject/query that occurs on an ASR that has the RTR field populated with a code
that indicates the CLEC did not require a response (and the first notification for the
ASR would have been a confirmation).

Rationale:
ASRs that were not initially confirmed (due to CLEC request) should not be counted as a

“miss” when Verizon has subsequent queries on the order.

l MR-1 | Response Time OSS Maintenance Interface

Change Proposed:
Update the Exclusions section to add:
e For MR-1-06: transactions that are incomplete due to Line In Use (LIU).
Rationale:
Data indicate that percentages of LIU experienced in wholesale and retail are markedly
different and can skew results.
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I MR-4 [ Trouble Duration Intervals

Change Proposed:
Disaggregate the products under MR-4-06 % Out of Service > 4 Hours and MR-4-07 % Out of
Service > 12 Hours as follows:
MR-4-06 “Resale POTS” into Resale POTS — Business and Resale POTS — Residence
MR-4-06 “UNE Platform” into UNE Platform — Business and UNE Platform — Residence
MR-4-07 “Resale POTS” into Resale'POTS — Business and Resale POTS — Residence
MR-4-07 “UNE Platform” into UNE Platform — Business and UNE Platform — Residence
Rationale:
Provides for more accurate retail comparisons because business and residence customers
exhibit different trouble reporting behaviors. This is consistent with the previous
disaggregation of MR-4-08 % Out of Service > 24 Hours.

mP-Z I Collocation Performance

Change Proposed:
Remove from NP-2-05 Products “Note: Augment Applications subject to the 45-business day
interval are reported separately from December 2001.”

Rationale:
Not required with agreement to aggregate on-time reporting of new and augment applications.

i Appendix S | Projects Requiring Special Handling
Change Proposed: :
Add the new Appendix S (consistent with this order).
Rationale:

Details procedures for projects that require special handling and provides a list of metrics that
are or may be impacted.
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Projects Requiring Special Handling

Verizon customers have the opportunity to request special handling for unique or large-volume
order activity that requires a particular type of coordination which results in defined deviation from
normal business practices and system edits on the part of both the customer and Verizon. This special
handling is called a “project”’ and exists both on the Retail and Wholesale sides of the business. In
Retail, a project could be a large POTS to Centrex or PBX conversion that would require coordination
between the customer, the Verizon business office, the Verizon downstream provisioning forces
(central office and field) and Verizon site support. Negotiated critical dates, times, and customized
provisioning and feature packages are part of the effort. In addition to this scenario, examples of
Projects requiring special handling for CLECs also include: migrations of many end users to the
CLEC’s platform acquired simultaneously from either Verizon or another CLEC in a business
acquisition such as a bankruptcy (however this process is described in detail in the NY PSC Case 00-
C-0188 Order dated December 4, 2001 (http://www.dps.state.ny.us/fileroom/doc10880.pdf) and is not
part of this appendix); line or feature changes to an entire CLEC customer base (for example, hundreds
of thousands of changes to the PIC or LPIC or blocking of certain types of services); high volumes of
hot-cuts in the same central office where special handling and communication between the CLEC and
Verizon is critical; and large jobs involving a large, sensitive customer such as a hospital or
government agency. This special handling/coordination is of great benefit to the customer and ensures
timely installation on the negotiated due dates and accurate provisioning of requested services
associated with a large request or unusual circumstances. This special handling is also of benefit to
Verizon in controlling and managing potentially disrupting workflow.

To serve the CLECs in this area, each Verizon Wholesale National Market Center (NMC) has
established a “project group” staffed by representatives and managers. These groups are expert in
provisioning these large, complex and sensitive requests. They act as the Single Point of Contact to
the CLEC and provide the CLEC a conduit for communications throughout the entire project. The
project team works the project LSRs in aggregate, as opposed to random distribution throughout the
general NMC representative population. This level of service can provide the CLEC specialized
instruction, directions for completing LSRs, up-to-the-minute status, and can eliminate delay and re-
work that might normally arise out of a query on an incorrectly filled out LSR. To that end, order
information is typicaily organized and scrubbed to ensure accuracy. This specialized support also
facilitates real time correction of facilities issues such as “working pairs” and “no dial tone” situations
on a hot-cut.

To the extent that this specialized project support causes Verizon to miss certain metrics,
Verizon will exclude the PONS associated with the project from specific ordering and provisioning
metrics. For example, a CLEC might elect to transmit all orders for the entire project at once yet,
schedule the implementation and resulting due dates at varying later times.

! This project description does not apply to those orders that Verizon unilaterally requires a project be established (e.g.
routine CLEC to CLEC migrations).
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Upon agreement from both Verizon and the CLEC that the work will be handled as a project
the CLEC will transmit either electronically or in writing the following information:
A list of PONSs to be associated with the project. -
A unique PON identifier.
Start date
Approximate completion date
A definition of the special handling to be required by the project and the requested
deviations from standard business practices due to the project.
Verizon will exclude such PONs from specific metrics as shown in Table A. Table B lists -
measurements that would only be excluded if circumstances warrant. The metrics and the
circumstances for exclusion are identified below.

b o

Based on the project specifications, including completion criteria, that Verizon personnel
receive (or based on a copy of the CLEC project specifications forwarded by CLEC metrics
personnel), Verizon will at the CLECs request alert the CLEC of potential Table B metric issues as
early in the project planning as possible.

Verizon will provide the affected CLEC and the Commission staff notification of the
exclusions via the metrics change control notification process. The change control notification
identifies:

1. A list of the specific project PONs to be excluded from the Table B metrics (on a meétric by metric
basis) associated with the project along with sufficient data to justify the exclusion
2. The data months for which the exclusions will apply.

Should Verizon and the project requesting CLEC not agree on metrics to be excluded, they will
attempt to resolve the issue on a business to business basis. Absent agreement, the parties will use the
EDR process to resolve the issue.
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Projects requiring special handling will be excluded from the following metrics as appropriate:

TABLE A

Metric # | Metric Name Circumstances for exclusion

OR-1 Order Confirmation Timeliness For manually handled orders. Any special handling
will require special resources and handling within
Verizon’s NMC. Orders that flow through will not be
excluded from OR-1.

OR-2 Reject Timeliness For manually handled orders. Any special handling
will require special resources and handling within
Verizon’s NMC. Orders that automatically reject
(flow through) will not be excluded from OR-2.

OR-7 Order Confirmation/Rejects For manually handled orders. Any special handling
will require special resources and handling within
Verizon’s NMC. Orders that flow through will not be
excluded from OR-7.

PR-1 Average Interval Offered Special handling frequently results in longer than

(PR-2 standard intervals. Verizon may not be able to

where it exclude these via “X” coding per normal process. A

still PON specific exclusion may be redundant, but will

exists) ensure that the longer interval is excluded.

PR-3 Completed within Specified Special handling frequently results in longer than

number of Days standard intervals

Projects requiring special handling will be excluded from the following metrics if circumstances
warrant. This will be determined on a case by case basis, and Verizon will notify the CLEC
through the Metrics Change Control process and at the CLECs request when the project is being

negotiated:
TABLE B
Metric # | Metric Name Circumstances for exclusion
OR-4 Timeliness of Completion If the nature of the project or unique circumstances of

Notification

the account will cause fall out for Post Completion
Discrepancy (PCD), orders will be excluded from
relevant metrics. For example, if a CLEC knows that
1t is providing incorrect address information, and
requests that the LSRs not be rejected, the order will
fall out for correction as a PCD.

OR-5 Percent Flow Through An order that would in normal circumstances flow
through, but does not because manual handling is
required for the special project would be excluded

PR-6 Installation Quality In situations where testing or cooperative testing can

not occur through the normal process
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Attachment A-l1a

VERIZON PERFORMANCE MEASUREMENTS
BELL ATLANTIC STATES
Connecticut*, Delaware*, District of Columbia, Maine*, Maryland, M assachusetts*, New
Hampshire*, New Jersey*, New York*, Pennsylvania*, Rhode Island*, Virginia*, Vermont*, and
West Virginia

Schedule Ala — Performance M easurement Categories Subject to Voluntary Payments:

# Description # of Sub-Metrics
PO-1 OSS Response Time 18
PO-2 OSS Availability 3
OR-1 Order Confirmation Timeliness Resale: 7

UNE: 10
Trunks: 1
OR-2 Reject Timeliness Resde: 7
UNE: 10
Trunks: 1
OR-5 % Flow Through/Achieved Flow Through Ffjeiallz §:22
PR-3 Completed within Specified Number of Days (1-5 Lines) FEJ??JE?:ZZ
PR-4 Missed Appointments Resde: 14
UNE: 21
Trunks: 2
PR-6 Installation Quality Resde: 3
UNE: 4
Trunks: 1
PR-9 Hot Cut Loops UNE: 1
MR-2 Trouble Report Rate Resale: 7
UNE: 9
Trunks: 1
MR-3 Missed Repair Appointments Resale: 8
UNE: 10
MR-4 Trouble Duration Intervals Resde: 10
UNE: 6
Trunks: 1
MR-5 Repeat Trouble Reports Resale: 4
UNE: 5
Trunks: 1
NP-1 Percent Final Trunk Group Blockage 1
NP-2 Collocation Performance 4
BI-2 Timeliness of Carrier Bill 1
TOTAL SUB-METRICS 179

* Reporting requirements terminated pursuant to 17 (ii) of the merger conditions following 271 approval in these states.

A-la-1
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Attachment A-1b

VERIZON PERFORMANCE MEASUREMENTS
GTE STATES
Alabama, Arizona, California, Florida, Hawaii, Idaho, Illinois**, Indiana, Kentucky,
Michigan, Missouri, Nevada, North Carolina, Ohio**, Oregon, Pennsylvania,* South Carolina,
Texas, Virginia,* Washington, Wisconsin

Schedule Alb — Performance M easur ement Categories Subject to Voluntary Payments:

# Description # of Sub-Metrics
PO-1 OSS Response Time 8
PO-2 OSS Availability 4
OR-1 Order Confirmation Timeliness Resale: 6

UNE: 16
Trunks: 1
OR-2 Reject Timeliness Resde: 6
UNE: 15
OR-5 Percent Flow-Through Resdle: 2
UNE: 2
PR-3 Completed within Specified Number of Days FEJ??JE?:ZZ
PR-4 Missed Due Dates Resdle: 5
UNE: 18
Trunks:2
PR-5 Facility Missed Orders Resde: 2
UNE: 6
Trunks: 1
PR-6 Installation Quality Resale: 2
UNE: 7
Trunks: 1
PR-9 Coordinated Conversions UNE: 2
MR-2 Trouble Report Rate Resale: 2
UNE: 7
Trunks: 1
MR-3 Missed Repair Commitments Resde: 2
UNE: 7
Trunks: 1
MR-4 Trouble Duration Intervals Resdle: 3
UNE: 10
Trunks: 1
MR-5 Repeat Trouble Reports Resale: 2
UNE: 6
Trunks: 1
NP-1 Percent Final Trunk Group Blockage 1
NP-2 Collocation Performance 2
BI-2 Timeliness of Carrier Bill 1
TOTAL SUB-METRICS 157

* Aslinesin GTE Service Areasin Pennsylvaniaand Virginia are converted pursuant to Paragraph 19f of the Conditions, performance for
those lines will be measured using the Performance Measurement Categories and Business Rules that apply to Bell Atlantic Service Areas as
specified in Attachments A-1a and A-2a. ** Reporting requirements terminated pursuant to 17 (iii) of the merger conditions because these states
have adopted a comprehensive performance plan.

Retail Analog Compare Table

A-2a-1
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Thetable below illustrates the retail compare group for the Provisioning and Maintenance metrics.

Wholesale Service

Retail Analog

Provisioning metrics-
All where parity is

Resadle POTS—Totd
Resale 2 Wire Digital

Retail POTS - Total
Retail ISDN (2 Wire Digital)

standard. Exceptions Resale 2 Wire xDSL Retail 2 WirexDSL
Noted below: UNE POTS Platform Retail POTS - Total |
UNE POTS Loop Retail POTS - Tota
UNE POTS- Platform & Other (UNE Retail POTS - Total
Switch & INP)
UNE Loop —New Retail POTS- Total
UNE 2 Wire Digital Retail 2 Wire Digital
UNE 2 WirexDSL Line Sharing Retail Line Sharing
UNE 2 Wire xDSL Line Splitting Retail Line Sharing
UNE EEL Retail DS1*
UNE IOF Retail DS3
UNE Specials Retail Specias
Resale DSO Retail DSO
Resale DS1 Retail DS1
Resale DS3 Retail DS3
Resale Specids Retail Specias
Resale Specials — Other Retail Specials - Other
Interconnection Trunks IXC FGD Trunks
Exceptions for
provisioning:
PR-4-02 UNE 2 WirexDSL Retail Specials DSO
UNE IOF Retail Specials Total
UNE EEL Retail Specials Total
PR-4-05 (NJ) 2 WirexDSL Line Sharing Infospeed
2 WirexDSL Line Splitting Infospeed
PR-6-01 UNE 2 Wire Digital Retail POTS Dispatched
UNE 2 Wire xDSL Retail POTS Dispatched
Maintenance Measures: | Resale - 2 Wire Digital Retail ISDN — (2Wire Digital)

ALL where parity is

standard. Exceptions
Noted below:

Resdle - 2 WirexDSL
Resale POTS

Resadle POTS - Residence
Resale POTS - Business
Resale POTS - Total

UNE Platform

UNE Platform - Residence
UNE Platform - Business
UNE Loop

UNE 2 Wire Digital Services
UNE 2 WirexDSL

Retail POTS - Total (All) 2

Retail POTS

Retail POTS - Residence

Retail POTS - Business

Retail POTS - Total (Bus and Res)
Retail POTS - Total (Bus and Res)
Retail POTS - Residence

Retail POTS - Business

Retail POTS - Total (Bus and Res)
Retail POTS - Total (All) 2

Retail POTS - Total (All) 2

UNE Specials Retail Specias
Resale Specids Retail Specials
Interconnection Trunks IXC FGD Trunks
Exceptionsfor
! Retail DS1 should exclude feature changes on PRI ISDN (No dispatch)
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M aintenance
MR-4-08

UNE POTS Loop

Retail POTS (Total Loop and C

Frame/Wiring troubles). Note:
excludes trand ation and switch
troubles.
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Pre-Ordering (PO)

Function:

PO-1 Response Time OSS Pre-Ordering I nterface

Definition:

e Response Time — For PO-1-01 through —06, response time is the number of seconds between the issuance of a
pre-ordering query and the successful receipt of the requested information in a specific field and screen.

» Average Response Time — Average response time is the sum of the response times divided by the number of
pre-ordering queries in the report period. It is calculated separately for PO-1-01 through —06. Queries that
“time-out” are excluded from the calculation of average response time.

« Time-out — A time-out is a query for which the requested information or an error message is not provided
within 60 seconds. Time-outs are set at long interval s to ensure that average response times include long
response times but do not include queries that will never complete.

M ethodology:

The measurements for PO-1 are derived from actual CLEC transactions and from simulated pre-ordering
queries generated by Verizon's simulation system for Verizon Retail transactions’ . These simulations also support
the measure of PO-2 OSS Interface Availability. Time-outs that are removed from queues for average response time
calculations are included in the PO-2 OSS Interface Availability calculations.

Performance to CLECs s captured by Verizon's Gateway system for each available CLEC interface®

Performance to Verizon retail is measured directly to and from Verizon’s OSS. The simulation system
replicates the keystrokes of a Verizon service representative and measures the response times from when the “enter”
key is hit until a response is received back on the display screen after processing by the pre-ordering OSS.
Multiple retail data dips may be required for certain transactions to match the CLEC transaction.

The simulation system generates simulated Verizon retail queries continuously throughout the day,
Monday through Friday, 8 AM to 9 PM, excluding New Year's Day, Memorial Day, Independence Day, Labor
Day, Thanksgiving Day, and Christmas Day. At least ten Verizon retail ssimulated queries are generated per hour
for each type of query. CLEC transactions are captured for the same time period asretail.

Each query has a unique name based on time and date. The simulation system robot monitorsfor a
matching response, and identifies successful responses by the file extension names. The file extension varies
according to whether the transaction is successful or experiences an error or time-out condition. Successful
response for an Address Validation request isidentified by afile extension of “.ada.” Thefileisthen read to ensure
it starts and ends with the appropriate indicators for a successful transaction.

2 EnView iscurrently used as the simulation system.

3 As new CLEC interfaces become available, the measurement process will be expanded to include
themaswell. If aCLEC interfaceisretired, the measurement and reporting will cease for that interface. The
Carrier Guidelines will be modified to reflect any such changes.
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PO-1 OSS Response Time (continued)

Exclusions:

*  Normal exclusionsinclude Saturday, Sunday, and major holidays ( New Year’s Day, Memorial Day,
Independence Day, Labor Day, Thanksgiving Day and Christmas Day), as well as hours outside of the normal
report period.

e Verizon Affiliate datawill be excluded from all CLEC aggregate performance (in al measures)

+ TestIDs

Performance Standard:

EDI & CORBA: For al but PO-1-04 (Product and Service Availability) Parity with Retail plus not more
than 4 seconds. 4-Second difference allows for variationsin functionality and additional security requirements of
interface. PO-1-04 Product and Service Availability — Parity with Retail plus not more than 10 seconds. Additional
time isrequired due to significant enhancementsin CLEC transaction.

WEB GUI: Parity with retail plus not more than 7 seconds. PO-1-04 Product and Service Availability —
Parity with Retail plus not more than 10 seconds. Additional timeis required due to significant enhancementsin
CLEC transaction..

Formula:

CLEC: . Response Times for each transaction / Number of successful transactions
Retail: > Response Times from enter key to reply on screen for each transaction / Number of Simulated
Transactions for each transaction type.

Report Dimensions:

Company: Geography:
* Verizon Retall e  State
 CLEC Aggregate
Products CLEC Aggregate:
«  WEB GUI
« EDI
« CORBA
Sub-Metrics— PO-1 Response Time OSS Pre-Ordering I nterface
PO-1-01 | Average Response Time — Customer Service Record
Calculation Numer ator Denominator
Sum of all responsetimes for CSR Number of CSR transactions
transactions.
PO-1-02 Average Response Time — Due Date Availability
Calculation Numer ator Denominator
Sum of all responsetimes for Due Date Number of Due Date availability transactions
Availability.
PO-1-03 Average Response Time — Address Validation
Calculation Numer ator Denominator
Sum of all response times for Address Number of address validation transactions.
Validation.
PO-1-04 Average Response Time — Product & Service Availability
Calculation Numer ator Denominator
Sum of all response times for Product and Number of Product & Service availability
Service Availability. transactions
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|iSub-M etrics— (continued) Response Time OSS Pre-Ordering I nterface

PO-1-05 | Average Response Time — Telephone Number Availability & Reservation *
Calculation Numer ator Denominator
Sum of all responsetimesfor TN Number of TN Availability/Reservation
Availability/Reservation. transactions.
PO-1-06 Average Response Time — Facility Availability (L oop Qualification)
Calculation Numer ator Denominator
Sum of all response times for Loop Number of Loop Qualification transactions
Qualification.

4 While Address Validation can be completed on a stand-alone basis, TN reservation is always

combined with Address Validation. For Verizon retail representatives thisis arequired two step process requiring
two separate transactions.
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Function:

PO-2 OSSInterface Availability

Definition:

“OSS Interface Availability” measures the time during which the electronic OSS Interface is actually available as a
percentage of scheduled availability. Verizon service representatives and CLEC service representatives obtain pre-
ordering information from the same underlying OSS. Asaresult, if aparticular OSSis down, it isequally
unavailable to Verizon employees and to CLEC employees. Any difference in availability, therefore, will be caused
by unavailability of the interface.

Scheduled Availability

Prime Time: 6 AM to 12:00 Midnight EST Monday through Saturday, excluding Holidays

Non-Prime Time: 12:01 to 5:59 AM EST Monday through Saturday, and all day Sundays and Holidays
Holidays for PO-2 include: New Year's Day, Memoria Day, Independence Day, Labor Day, Thanksgiving Day,
and Christmas Day.

Separate measurements will be performed for each of the following: Pre-Ordering CORBA, Pre-Ordering/Ordering
EDI, Pre-Ordering/Ordering/Maintenance Web GUI. Each availability interface is measured separately with each
interface having its own set of processing complexes. A processing complex consists of a set of servers that serve
as primary and backup. The number of processing complexes associated with each interface (EDI, CORBA or
WEB GUI) varies as needed, however, the metric calculations performed for each interface include the number of
processing complexes associated with the individual interface. For example, when determining the number of
Prime-Time minutes scheduled for the month, for the EDI interface, the number of processing complexes associated
with EDI isfactored in to the calculation.-

M ethodology:

Verizon will use EnView as a means of monitoring all Verizon systems, including retail OSS. However, Verizon
will measure reported outages, based on actual reported time frames as well as any outages captured by EnView and
not reported by CLECs. Additionally if a Verizon outage affects only one CLEC, the system availability will be
adjusted to reflect that CLEC's outage. For example, if asingle CLEC experienced a 3 hour outage, dueto a
Verizon problem, system outage would be counted, on a pro-rated basis. In thisway, outages that impact asingle
CLEC, but that do not necessarily show up in EnView will be captured. EnView will be used as an alarm for
system availability and to supplement CLEC reported outages. If no CLEC reported an outage, but EnView
detected an outage, the EnView outage would be included as if the entire CLEC population experienced the outage.

EnView measurement of availability of the interfaces will be as follows: The mechanized OSS interface availability
process is based on the transactions created by the EnView Robots. The program determines whether the
transactions are successful or unsuccessful, or that no transactions are issued (not polled). Transactions are
processed separately for each interface type. The hours of the day are divided into 6-minute measurement periods.

If the interface for any Pre-Order transaction type in a 6-minute measurement period has at least one successful
transaction, then the interface is considered available. Unavailabletimeis calculated only when all interface
transactions are unsuccessful and at least one of the corresponding OSS transactions is successful. Thisindicates
that the interface was not available while at least one OSS was available. In this case, the 6-minute measurement
period is counted as “unavailable”. If it isdetermined that no transactions were issued, then the 6-minute
measurement period is excluded from all calculations since thisis an indication of an EnView problem and not an
interface (EDI/WEBGUI/CORBA) problem. Availability is calculated by dividing the total number of 6-minute
measurement periods in a 24-hour day (excluding unmeasured 6-minute measurement periods) into the number of
periods with no successful transactions for the day and subtracting this from 1 and multiplying by 100. For
example, there are potentially 180 6-minute measurement periodsin a 18-hour period. If two 6-minute
measurement periods lack successful transactions, then availability equals (1-(2/180)) x 100 = 98.89% Availability.
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M ethodology — PO-2 OSS Availability (continued)

Trouble Logs. Verizon will make available for inspection by the CLEC logs of CLEC reports that the interface is
not available.

For example, (assuming all processing complexes are scheduled to be operational for the entire month):

Step One: Determine prime-time scheduled minutes in a month. This is accomplished by [(number of days
(Monday through Saturday (excluding holidays)) in the report month) x (scheduled prime-time hours per day) x
(sixty (60) minutes)] x the number of processing complexes.

Step Two: Determine number of outage minutesin a month.

Step Three: [(prime-time scheduled minutes in a month minus outage minutes in a month) / (prime-time scheduled
minutes in amonth)] x 100 = Prime-Time Availability %

Exclusions:

The following exclusions will apply

e Troublesreported but not found in Verizon

e Troublesreported by a CLEC that were not reported to Verizon's designated trouble reporting point.

e Scheduled interface outages for major system releases where CLECs were provided with advanced notification
of the downtime in compliance with Verizon Change Management Guidelines.

»  Verizon affiliate data will be excluded from all CLEC aggregate performance (in al measures).

 TestIDs

Perfor mance Standard:

Metric: PO-2-02 (Prime Time): = 99.5%

Formula:

[(Number of hours scheduled less number of scheduled hours not available) / (Number of hours
scheduled)] x 100.

Report Dimensions:

Company: Geography:
* CLEC Aggregate * North (CT, MANH, NY, ME, RI, VT)
South (DC, DE, MD, NJ, PA, VA, WV)
Products *  Web GUI (Pre-Order, Order and Repair)

e  EDI (Pre-Order and Order)
* CORBA (Pre-Order)

Sub-Metrics:

PO-2-02 | OSS Interface Availability — Prime Time

Calculation Numer ator Denominator
Total Number-number of scheduled Prirme Total nNumber of scheduled pPrime-t-Fime
prime-tFime Heurshours in the Menth Heurs-hours in the Menth-month multiptied-by
month {rdttiphed-by-the-number-of-available | thenumbereffor all available
Hnterfaces)for al available processing interfacescomplexes..

complexes minus the total Number-number
of unscheduled outage hours during Prive
prime-time Fime-Heursin the Menth-month
for all available processing

compl exes.Hterface isnot-available

A-2a-8




November 2002 — updated 11/25/02

Ordering (OR)

Function:
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OR-1 Order Confirmation Timeliness

Definition:

Resale & UNE: Order Confirmation Response Time: The amount of elapsed time (in hours and minutes)
between receipt of avalid order request date and time stamp and distribution of a service order
confirmation. Orders that are rejected will have the clock re-started upon receipt of avalid order. Partial
migrations for less than 6 lines — with accounts that include more than 5 lines that must be rearranged will
be treated as 6 lines or greater.

Note: Orders are considered distributed at the time Verizon sends an order confirmation. If an order
confirmation is resent, and the problem with sending the confirmation was within Verizon's systems, then
the time stamp will be the last time stamp. If the order confirmation was resent because the problemis at
the CLEC end (e.g. CLEC systems could not receive transactions), the time stamp is the first time the order
confirmation was sent. For EDI/NetLink Orders, the notifier is considered sent when it is time-stamped
after EDI translation and encryption, immediately prior to transmission to the CLEC.

Percent of Orders Confirmed On Time: The percentage of orders confirmed within the agreed upon
timeframes as specified in the Performance Standards.

Physical Facility Checks: are completed on orders (submitted via L SR) with more than five (5) lines.
Note: Ordersfor UNE Specials DSO EEL s (Loop and Backbone) will change from the L SR format to the
ASR format. The UNE DSO EEL orders submitted via ASRs will still require physical facility checks on
orders with more than five (5) lines. All other UNE Specials DSO orders are still submitted using the LSR
format. UNE Specials and DSO orders for more than 5 lines require a facilities check.

Facility Checks: Orders for UNE Specials DS1 and above are submitted via ASR. All of these ASR orders
get facility checks through REQNET system.

Note: Ordersfor UNE Specials DSO EELs (Loop and Backbone) will be submitted via ASRs. All other
UNE Specials DSO orders are still submitted using the LSR format. UNE Specials DSO EELs do not
automatically require facility checks through REQNET. UNE Specials DSO EELs will require facility
checksif the order is more than five (5) lines.

Trunks:

The amount of time in business days between receipt of a clean ASR (received date restarted for each
SUPP) and distribution of afirm order confirmation. Measures service orders completed between the
measured dates.

Notes:

(1) LSRsonly are contained in the PON Master File.

(2) Rejected Orders — Orders failing “Basic front-end edits’ ° submitted via LSR are not placed in the PON Master
File; therefore, they are not included in the calculation.

(-3) For LSRs only, effective with the capability to identify resent confirmations due to Verizon error, Verizon will
include in the Order confirmation Timeliness measurement CLEC requests for resent confirmations that are
submitted electronically as well as resent confirmations due to Verizon's error ininitial confirmation®. The
measurements are based on confirmed orders.

(4) If no order confirmations time exists due to a missing order confirmations, for LSRs only, Verizon will use the
completion notification time.

(5) The Ordering sub-metrics data reported in the monthly C2C reports only include orders confirmed in the
calendar month.

(6) {6)—The Pre-qualified Complex category includes 2-wire Digital, 2-wire xDSL Loop, and 2-wire xDSL Line
Sharing orders that were pre-qualified.

(7) ASR Reguests that have the RTR field popul ated with a code that indicates the CL EC requested that no
confirmation/response be sent are not counted in the OR-1 confirmation timeliness metrics.

Exclusions:

Basic front-end edits — see Glossary.
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Resale & UNE:
e Verizon Test Orders’
e TestIDs

e Weekend and Holiday Hours (Other than Flow-through) — Weekend Hours are from 5:00pm Friday to 8:00am
Monday. Holiday Hours are from 5:00pm of the business day preceding the holiday to 8:00am of the first
business day following the holiday. These hours are excluded from the elapsed time when calculating the
response times for non-flow through requests. Holidays vary by state and are published on the Verizon Web
Site.

e SOP scheduled downtime hours (Flow-through). Scheduled downtime may vary by state. Each month thereis
a scheduled release on the third Saturday with alater start time on the following Sunday. For major release
weekends, such as NPA splits, SOP downtime may be extended. All such extensions will be communicated to
CLECsin advance of the release in accordance with Verizon Change M anagement guidelines.

and the CL EC agree to handle asaproj ect foI |OWI ng the transmlttal bv the CLEC (electronically or in writing)
of the PONs to be associated with the project, a unique PON identifier, the start date, approximate completion
date and definition of the special handling required by the project and the requested deviations from standard
business practices due to the project.

e Verizon Affiliate data (where it exists), or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance (in al measures)

» DSL Ordersrequiring loop conditioning. (Due date can not be provided until conditioning is complete)

Report Dimensions

Company: Geography:
« CLEC Aggregate e State
e CLEC Specific

6 Resent confirmations due to CLEC error — such as duplicate PON numbers, or confirmations

resent to reschedule a missed provisioning appointment — either due to CLEC, End User or Verizon reasons are not
counted as resent confirmations.

! Verizon-Test Orders — see Glossary.
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Performance Standard: OR-1 Order Confirmation Timeliness

95% On Time According to schedul e below:

Resde:

UNE:

I nterconnection Trunks:

Electronically Submitted Orders:

POTSPre-Qualified Complex:

. Flow-Through Orders: 2 Hours

. Orderswith < 6 Lines: 24 Hours

. Orderswith = 6 Lines: 72 Hours

Complex Services) (requiring manual loop
qualification)

. 2 wire Digital Services: 72 hours

. 2 WirexDSL Services: 72 hours

Special Services:

. Orderswith < 6 Lines: 48 Hours

e Orderswith > 6 Lines: 72 Hours®

Electronically Submitted Orders:

POTSPre-Qualified Complex:

. Flow-Through Orders: 2 Hours

. Orderswith < 6 Lines: 24 Hours

. Orderswith = 6 Lines: 72 Hours

Complex Services(requiring manual loop

qualification)

. 2 Wire Digital Services: 72 hours

. 2 WirexDSL Services: 72 hours

Special Services:

. Orderswith < 6 Lines: 48 Hours Note:
The 48 hour standard does not apply to

Electronically Submitted Orders:
Firm Order Confirmation:
e < 192 Trunks: 10 Business Days

Faxed/Mailed Orders: Add 24 Hoursto
intervals above

UNE specialS(UNE DSO EELs>6 lines.,

UNE DSL1 and above) received via ASR.
e Orderswith > 6 Lines: 72 Hours®
(includes UNE Specials DSO EELs> 6lines

and UNE Specials DS1 and above)
Sub-Metrics
OR-1-02 % On Time LSRC — Flow Through
Products Resale: UNE:
¢ POTS/Pre-Qualified Complex e POTS/Pre-Qualified Complex — Loop
» Platform
Calculation Numer ator Denominator
Number of electronic L SRCs sent where Total number of flow through L SRs confirmed
confirmation date and time less submission for specified product.
date and time isless than or equal to two ( 2)
hours for specified product.
OR-1-04 % On Time LSRC/ASRC < 6 Lines (Electronic —No Flow Through)
Products Resale: UNE:
+ POTSPre-Qualified Complex e POTS/Pre-Qualified Complex -Loop
e 2 WireDigita Services9 e Platform
© 2 Wl_re XDSL. Services e 2 WireDigital Services
e Specials ) i
* 2WirexDSL Services
*  Specids
Calculation Numer ator Denominator
Number of electronic LSRCs/ASRCsfor less | Total number of electronic LSRsYASRsfor less
than 6 lines, sent where confirmation date and | than 6 lines confirmed for specified product.
time less submission date and time is less than
or equal to the standard for specified product.
OR-1-06 % On Time LSRC/ASRC 2 6 Lines (Electronic)

8

product intervals.
9

A-2a-12

Also includes orders requiring facility verification as specified on the Verizon Web-site for

Where the separate data affiliate exists, re-sold xXDSL services will not be included.




November 2002 — updated 11/25/02

Products Resale: UNE:
*+  POTSPre-qualified Complex e POTS/Pre-qualified Complex — Loop
*  Specids e Platform
e Specias®
Calculation Numer ator Denominator

Number of electronic LSRCS/ASRCsfor 6 or | Total number of electronic LSRs/ASRsfor 6 or
more lines, sent where confirmation date and | more lines, confirmed for specified product.

time less submission date and time is less than
or equal to the standard for specified product.

1o UNE DSO EEL s (Loop and Backbone) are ordered via ASR. All other UNE DSOs are ordered via LSR. Orders
>= 6 lines require afacility check.
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Sub-Metrics OR-1 Order Confirmation Timeliness (continued)

OR-1-12 % On Time FOC

Products Trunks:
e CLEC Trunks (< 192 Forecasted Trunks)

Calculation Numer ator Denominator
Number of orders confirmed within the Number of orders received (electronically and
specified interval for the product type faxed) confirmed by product type
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Function:

OR-2 Regect Timeliness

Definition:

Reject Response Time:

The amount of elapsed time (in hours and minutes) between receipt of an order request and distribution of a service

order reject, both based on date and time stamp. Note: Orders are considered distributed at the time Verizon sends

an order reject/query. If an order rgject/query is resent, and the problem with sending the reject/query was within

Verizon's systems, then the time stamp will be the last time stamp. If the order reject/query was resent because the

problemis at the CLEC end (e.g. CLEC systems could not receive transactions), the time stamp is the first time the

order reject/query was sent. For EDI/NetLink orders, the notifier is considered sent when it is time-stamped after

EDI trandation and encryption, immediately prior to transmission to the CLEC.

Percent of Orders Rejected On Time:

The percentage of orders rejected within the agreed-upon timeframes as specified in the Performance Standards.

Notes:

(1) LSRsonly are contained in the PON Master File.

(2) Rejected Orders — Orders failing “Basic front-end edits’** submitted via LSR are not placed in the PON Master
File; therefore, they are not included in the calculation.

(3) Measurements are based on rejected orders.

(4) The Ordering sub-metrics data reported in the monthly C2C reports only include orders rejected in the calendar
month.

(5) The Pre-qualified Complex category includes 2-wire Digital, 2-wire xDSL Loop, and 2-wire xDSL Line Sharing
orders that were pre-qualified.

Exclusions:
*  Verizon Test Orders
e TestIDs

* Duplicate Rejects — Rejects issued against a unique PON (PON + Version Number + CLEC Id), identical and
subsequent to the first reject.

*  Weekend and Holiday Hours (Other than Flow-through) — Weekend Hours are from 5:00pm Friday to 8:00am
Monday. Holiday Hours are from 5:00pm of the business day preceding the holiday to 8:00am of the first
business day following the holiday. These hours are excluded from the elapsed time when calculating the
response times for non-flow-through requests. . Holidays vary by state and are published on the Verizon Web
Site.

e SOP scheduled downtime hours (Flow-through). Scheduled downtime may vary by state. Each month thereis
a scheduled release on the third Saturday with alater start time on the following Sunday. For major release
weekends, such as NPA splits, SOP downtime may be extended. All such extensions will be communicated to
CLECs in advance of the release in accordance with Verizon Change Management guidelines.

» Verizon Affiliate data (where it exists), or data of a separate office or adivision providing DSL, will be
excluded from all CLEC aggregate performance (in all measures)

» DSL Ordersrequiring loop conditioning. (Due date can not be provided until conditioning is complete)

» Any reject/query that occurs on an ASR that has the RTR field populated with a code that indicates the CLEC
did not require a response (and the first notification for the ASR would have been a confirmation).

*  Any PONswhich Verizon and the CLEC agree to handle as a project following the transmittal by the CLEC
(electronically or in writing) of the PONS to be associated with the project, a unique PON identifier, the start
date, approximate compl etion date and definition of the special handling required by the project and the
reguested deviations from standard business practices due to the project.

Report Dimensions:

Basic front-end edits — see Glossary.
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Company:
 CLEC Aggregate
e CLEC Specific

Geography:
e State

Performance Standard:

95% On Time According to schedul e below:

Resde:

UNE:

I nterconnection Trunks:

Electronically Submitted Orders:

POTSPre-Qualified Complex:

. Flow-Through Orders: 2 Hours

. Orderswith < 6 Lines: 24 Hours

. Orderswith = 6 Lines: 72 Hours

Complex Services) (requiring manual loop
gualification)

. 2 wire Digital Services: 72 hours

. 2 WirexDSL Services: 72 hours

Foecial Services:

. Orderswith < 6 Lines: 48 Hours

e Orderswith > 6 Lines: 72 Hours *?

Electronically Submitted Orders:

POTSPre-Qualified Complex:

. Flow-Through Orders: 2 Hours

. Orders with < 6 Lines: 24 Hours

. Orderswith = 6 Lines: 72 Hours

Complex Services (requiring manual loop

gualification)

. 2 Wire Digital Services: 72 hours

. 2 WirexDSL Services: 72 hours

Foecial Services:

. Orderswith < 6 Lines: 48 Hours Note:
The 48 hour standard does not apply to
UNE Specials (DS0 EELs>6 lines, DS1
and above) received via ASR.

. Orderswith = 6 Lines: 72
Hours*(includes UNE DS0 EELs >6
lines and UNE DS1s and above)

Electronically Submitted Orders:

e <192 Trunks: —ess than or equal to
seven (7 ) Business Days

Faxed/Mailed Orders: Add 24 Hoursto

intervals above

Sub-Metrics— OR-2 Rgject Timeliness

OR-2-02 % On Time L SR Reect — Flow Through
Products Resale: UNE:
¢ POTS/Pre-Qualified Complex e POTS/Pre-Qualified Complex — Loop
* Platform
Calculation Numer ator Denominator
Number of electronic rejects sent where regject | Total number of flow-through L SRs rejected
date and time less submission date and time is | for specified product.
less than or equal to two(2) hours for specified
product.
OR-2-04 % On Time LSR/ASR Reject < 6 Lines (Electronic —No Flow Through)
Products Resale: UNE:
+ POTS/Pre-Qualified Complex e POTS/Pre-Qualified Complex — Loop
e 2 WireDigital Services e Platform
. ; o 13
2W|rexDSL Services * 2 WireDigital Services
e Specids . ;
* 2WirexDSL Services
*  Specids
Calculation Numer ator Denominator
Number of electronic rejects sent where regject | Total number of LSRS/ASRs electronically
date and time less submission date and time is | submitted for less than 6 lines rejected for
within standard for ordersless than or equal to | specified product.
the standard for orders less than 6 lines for
specified product.
OR-2-06 % On Time L SR/ASR Reject = 6 Lines (Electronic)
12 Also includes orders requiring facility verification as specified in the Verizon Web-site for product
intervals

13

Where the separate data affiliate exists, re-sold xXDSL services will not be included.
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Products Resale: UNE:
*+ POTSPre-qualified Complex e POTS/Pre-qualified Complex — Loop
* Specids e Platform
*  Specids
Calculation Numer ator Denominator
Number of electronic rejects sent where Total number of LSRs/ASRs electronically
rejects date and time less submission dateand | submitted for 6 or more lines rejected for
time iswithin standard for orders 6 or more specified product.
lines for specified product.
OR-2-12 % On Time Trunk ASR Reject
Products Trunks:
e CLEC Trunks
Calculation Numer ator Denominator

Number of rejected trunk orders that meet
reject trunk standard(less than or equal to)
seven (7) business days.

Number of rejected trunk orders for less than or
equal to 192 trunks.
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Function: |

OR-5 Percent Flow-Through *
Definition: |
Total Flow-Through: The percent of valid orders received through the electronic ordering Gateway and processed
directly to the legacy service order processor without manual intervention. These service orders require no action by
aVerizon service representative to type an order into the service order processor. Thisis also known as “ordering”
flow-through.
% Flow Through Achieved: % of valid orders received through the el ectronic ordering Gateway that are designed to
flow through and actually flow through, but excluding those orders that do not flow due to CLEC errors or a
pending order status.
Note: Rejected Orders— Orders failing “Basic front-end edits’ *> submitted via L SR are not placed on Completed
PON Master File; therefore, they are not included in the calculation. ASRs do not flow-through by design, and are
not included in the OR-5 metric. LSRs only are contained on the PON Master File.

Exclusions: |

Verizon Test Orders

e TestIDse Orderssent viaUSMail or Fax

e From Achieved Flow Through: Orders not eligible to flow through (i.e., order types that are not designed to
flow through); Orders on V erizon accounts where business rules require manual intervention, such as pending
orders, Verizon blocking, contractual issues such as special touch tone requirements (designed to ensure timely
billing completion); and Orders with CLEC input errors, such as typographical errors and failure to abide by
specified business rules. [specific error codes to be provided in separate attachment; specific exclusions under
development with NY PSC]

» Verizon Affiliate data (where it exists), or data of a separate office or adivision providing DSL, will be
excluded from all CLEC aggregate performance (in all measures).

»  Any PONswhich Verizon and the CLEC agree to handle as a project, which in normal circumstances would
flow through, but do not because manual handling is required for the special project, following the transmittal
by the CLEC (electronically or in writing) of the PONs to be associated with the project, a unique PON

identifier, the start date, approximate completion date and definition of the special handling required by the
project and the requested deviations from standard business practices due to the project.
Perfor mance Standar d: |
No Standard Developed for Total Flow-Through ~. To be developed within 6 months of merger close.

Report Dimensions |

Company:
» CLEC Aggregate

OR-5-01 % Flow Through — Total
Products Resale UNE
Calculation Numerator Denominator
Sum of all ordersthat flow through Total number of LSR records (orders) for
(FLWTHRU-CAND-IND =‘1") for specified product.
specified product.
OR-5-03 % Flow Through Achieved

14 While two performance metrics are included for flow through performance, a single metric and

standard will be incorporated for performance remedies. The measure will be one of the two provided and the
standard finalized 6 months after merger close. Significant development isunderway in NY in the development of
exclusions for flow through achieved which will enable a recommendation for a metric and standard.

15 Basic front-end edits — see Glossary.

16 NY PAP special provisions includes an 80% threshold for total flow through and 95% Achieved.
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Products Resale UNE
Calculation Numerator Denominator
Number of orders that flow through Number of flow through eligible orders
(FLWTHRU-CAND-IND="1") for specified
product
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Provisioning (PR)

Function:

PR-3 Completed within Specified Number of Days (1-5 Lines)

Definition:

For POTS orders with 5 or fewer lines, the percent of orders completed in five business days, between
application and work completion dates. The application date is the date (day 0) that a valid service request is
received. Ordersreceived after 5:00 p.m. are counted as received the next businessday. Note: Holidays vary
by state and are published on the Verizon Web Site.

Exclusions:

Verizon Test Orders.

Test IDs

Disconnect Orders.

Orders where customers request a due date that is beyond the standard available appointment interval. (X
Appointment Code). Orders that should be X appointment coded. Verizon will work to correct any orders with
an incorrect appointment code.

Verizon Administrative orders. *’

Orderswith invalid intervals (Negative Intervals or intervals over 200 business days — indicative of
typographical error).

Additional Segments on orders (parts of awhole order are included in the whole).

Ordersthat are not complete. (Orders are included in the month that they are complete).

Suspend for non-payment and associated restore orders.

Orders completed |ate due to any end user or CLEC caused delay.

Coordinated cut-over Unbundled Network Elements such as loops or number portability orders.

Verizon Affiliate data (where it exists), or data of a separate office or adivision providing DSL, will be
excluded from all CLEC aggregate performance (in all measures)

Any PONs which Verizon and the CLEC agree to handle as a project following the transmittal by the CLEC
(electronically or in writing) of the PONSs to be associated with the project, a unique PON identifier, the start
date, approximate completion date and definition of the special handling required by the project and the
reguested deviations from standard business practices due to the project.

Perfor mance Standard:

Parity with Verizon Retail.
See Interval Guide for specific products and services.

Report Dimensions

Company: Geography:

* Verizon Retall e  State
* CLEC Aggregate
* CLEC Specific

Products UNE:
(For all Resale: e« POTS-Platform & Other (UNE Switch & INP)
PR-3) «  POTS- Total
Sub-Metrics
PR-3-08 | % Completed in 5 Days (1-5 Lines— No Dispatch)
Calculation Numer ator Denominator

Verizon Administrative Orders — See Glossary
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Number of POTS orderswith 1 to 5 lines
where completion date less application date
is5 or fewer days.

Number of No Dispatch POTS orders with 1 to
5lines.

PR-3-09

% Completed in 5 Days (1-5 Lines— Dispatch)

Calculation

Numer ator

Denominator

Number of POTS orderswith 1to 5 lines
where completion date less application date
is5 or fewer days.

Number of Dispatch POTS orderswith1to 5
lines.
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Function:

PR-4 Missed Appointments

Definition:

The Percent of Orders completed after the commitment date.

LNP: The percent of orders completed on Time (not early)

DSL Loops are considered complete if completed on time on the due date. Verizon utilizes serial numbers where
CLECs provide them to support on-time performance measures.

Trunks: Includes reciprocal trunks from Verizon to CLEC. For PR-4-15, the percentage of trunks completed on or
before the order due date.

Metric PR-4-15 includes orders that were Customer Not Ready (CNR), and were completed in the report month.

Exclusions:

* Verizon Test Orders

+ TestIDs

»  Disconnect Orders

«  Verizon Administrative orders *®

«  Additional Segments *° on orders (parts of awhole order are included in the whole)

*  Ordersthat are not complete. (Orders are included in the month that they are complete)

»  Suspend for non-payment and associated restore orders.

» For Delay Days: for orders with both a Verizon miss and a customer/CLEC miss, delay days attributable to the
customer/CLEC are excluded.

» Verizon Affiliate data (where it exists), or data of a separate office or adivision providing DSL, will be
excluded from all CLEC aggregate performance (in all measures)

e For PR-4-14 (% On Time 2 Wire xDSL Loops) — orders completed |ate due to facility problems

e For PR-4-05 Line Sharing — SDA or separate office or division providing xDSL — exclude orders that are
ordered by the SDA, separate office or division providing DSL and used to provide resold DSL.

* For PR-4-04 2 Wire Digital only exclude orders missed for facility reasons.

Perfor mance Standard:

Parity with Verizon Retail
Note: Where the SDA or separate office or division providing DSL isusing line sharing, for PR-4-05 Line
Share — Parity with provision of Line Sharing to SDA or separate office or division providing DSL as
applicable. NJ: Parity with retail “Infospeed” (DSL Service) where it exists.

LNP: 95% on Time

PR-4-02 CLEC Trunks: None— Analysis Only

PR-4-14: 2 Wire xDSL Loops. 95% on Time

PR-4-15: CLEC Trunks: 95% on Time

Report Dimensions

Company: Geography:
* Verizon Retail/ SDA o State
* CLEC Aggregate
* CLEC Specific

Verizon Administrative Orders — See Glossary
19 Segments — See Glossary
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Sub-Metrics— PR-4 Missed Appointments

PR-4-01 % Missed Appointment —Verizon — Total
Description The Percent of Orders completed after the commitment date due to Verizon reasons.
Products . UNE:
Resale: e EEL
e Specials Other « |IOF
e DS0 e Specials (Other)
- DS1 e DSO
« DS3 « DS1
+  2WirexDSL® + DS3
Calculation Numer ator Denominator
Number of Orders where the Order Number of Orders Completed for product
completion date is greater than the order due group.
date due to Company Reasons for product
group
PR-4-02 Average Delay Days— Total
Description For orders/trunks missed due to Verizon reasons, the average number of days between
committed due date and actual work completion date, attributable to Verizon.
Products UNE: Trunks:
Resale: e POTSLoop e CLEC Trunks
e POTS-Tota » POTSPlatform
e 2 WireDigita e 2 WireDigita
« 2WirexDSL # «  2WirexDSL
*  Specials * Specials
« EEL
« |OF
Calculation Numer ator Denominator
Sum of the completion date less | Count of orders/trunks missed for company reasons, by
due date for orders/trunks product group.
missed due to company reasons
by product group.
PR-4-04 % Missed Appointment — Verizon — Dispatch
Description The Percent of Dispatched Orders completed after the commitment date, due to Verizon reasons.
Products . UNE:
e POTS Platform
Resale: e Loop-— New
e POTS-Tota e 2 WireDigita
e 2 WireDigita
Calculation Numer ator Denominator

20

21

Where the separate data affiliate exists, re-sold xDSL services will not be included.

Where the separate data affiliate exists, re-sold xXDSL services will not be included.

A-2a-23




November 2002 — updated 11/25/02

Number of Dispatched Orders where the Number of Dispatched Orders Completed for
Order completion date is greater than the product group.

order due date due to Company Reasons for

product group.
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Sub-Metrics PR-4 Missed Appointments (continued)

PR-4-05 % Missed Appointment —Verizon —No Dispatch

Description The Percent of No-Dispatch Orders completed after the commitment date, due to Verizon
reasons.

Products Resdle: UNE:
e POTS-Tota e POTS Platform
e 2 WireDigita e 2 WirexDSL Line Sharing

e« 2 WirexDSL Line Splitting

Calculation Numer ator Denominator
Number of No Dispatch Orders where the Number of No Dispatch Orders Completed for
Order completion date is greater than the product group.
order due date due to Company Reasons for
product group.

PR-4-07 % On Time Performance—LNP Only

Description Percent of all LNP orders (including both the Trigger and associated disconnect order) where
trigger isin place one business day before the disconnect due date and disconnect is completed
on or after 11:59PM of the due date. For LNP only orders, the percent of LNP (retail disconnect)
orders completed in trandation on or after due on the order. Telephone Numbers disconnected
early at the customer’ s request are considered net-met._Orders where the trigger isin place less
than one business day prior to the disconnect due date but before the number is ported by the
CLEC are not scored as missed triggers.

Products UNE:
« LNP

Calculation Numer ator Denominator
Number of LNP orders (1 order = Trigger order | Number of LNP orders completed(1 order =
and disconnect order), where port trigger is Trigger order and disconnect order)
completed one (1) business day before the due
date and the retail disconnect is completed on or
after 11:59PM of the due date.

PR-4-14 % Completed On Time—2 WirexDSL L oops

Description % of 2 wire xDSL Loops completed on time

Products UNE:
2 WirexDSL Loops

Calculation Numer ator Denominator
Number of al orders completed on or before the | Number of completed orders minus any
due date orders delayed for customer reasons.
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PR-4-15 % On Time Provisioning - Trunks
Description The percent of trunks completed on or before the order due date.
Products Trunks
e CLEC Trunks
Calculation Numer ator Denominator
The number of trunks where the order The number of trunks completed within the
completion dateis less than or equal to the order | month.
due date.
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Function:

PR-6 Installation Quality

Definition:

The percent of lines/circuits/trunks installed in the calendar month where a reported trouble was found in the
network within 30 days (and within 7 days for POTS services) of order completion. Includes disposition codes 3
(Drop Wire), 4 (Cable) and 5(Central Office). Disposition Code 5 includes trandation troubles closed via
STARMEM automatically by CLEC.

Exclusions:

»  Subsequent reports (additional customer calls while the trouble is pending)

e Troubles closed due to customer action.

e Troublesreported by Verizon employeesin the course of performing preventative maintenance, where no
customer has reported a trouble.

» Verizon Affiliate data (where it exists) or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance (in all measures).

e For Retail 2 wire xDSL where the SDA or separate office or division providing XDSL via Line Sharing —
exclude orders that are ordered by the SDA, separate office or division providing xDSL and used to provide
resold DSL.

e TestIDs

*  Any PONswhich Verizon and the CLEC agree to handle as a project which have situations where testing or
cooperative testing can not occur through the normal process, following the transmittal by the CLEC
(electronically or in writing) of the PONSs to be associated with the projects, a unique PON identifier, the start
date, approximate completion date and definition of the special handling required by the project and the
requested deviations from standard business practices due to the project.

Formula:

Installation Troubles (within 7 or 30 days) with Disposition Code 3, 4 and 5/ Lines completed x 100

Performance Standard:

Parity with Verizon Retail For Found Troubles
For PR-6-02 Loop Hot Cuts. < 2%

Report Dimensions

Company: Geography:
*  Verizon Retail o State
« CLEC Aggregate
e CLEC Specific

Sub-Metrics
PR-6-01 % Installation Troublesreported within 30 Days
Description The percent of lineg/circuits/trunks installed where a reported trouble was found in the network

within 30 days of order completion. Includes disposition codes 03 (Drop Wire), 04 (Cable) and
05(Central Office).

Products UNE: Trunks:
Resdle: e 2 WireDigita e CLEC Trunks
e 2 WireDigita e  2WirexDSL
« 2WirexDSL # «  Specials
e Specials
Calculation Numer ator Denominator

z Where the separate data affiliate exists, re-sold xDSL services will not be included.
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Number of central office and
outside plant loop (disposition
code 03, 04 and 05) troubles
with installation activity within

Tota Linesinstalled in calendar month

30 days of trouble report.

PR-6-02 % Installation Troublesreported within 7 Days

Description The percent of lines/circuits/trunks installed where areported trouble was found in the network
within 7 days of order completion. Includes disposition codes 03 (Drop Wire), 04 (Cable) and
05(Central Office).

Products :
UNE:
. POTS-Loop Hot Cut

Calculation Numer ator Denominator

Number of central office and outside plant loop | Total Linesinstaled in calendar month

(disposition code 03, 04 and 05) troubles with
installation activity within 7 days of trouble

report.
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Function:

PR-9 Hot Cut L oops

Definition:

A Hot Cut is considered compl ete when the following occurs:

1. Work is done at (1) appointed frame due time (FDT) as noted on the LSRC or (2) at a time mutually agreed
upon by the RCCC/CLEC; and the work is completed within (1) prescribed interval as noted in the C2C
guidelines or (2) mutually accepted interval (i.e., project completes by a certain date).

A Hot Cut is considered missed when one of the following occurs:

1. Premature disconnect called into 1-877-Hot Cuts (otherwise would probably be captured as Retail trouble)

2. Work not done (i.e., not turned up to CLEC by some means (email, VMS, direct call) by close of intervals
noted in standards below due to a Verizon reason (i.e., HFC, late turn up, due date pushed out due to Verizon

action)
Exclusions:
*  Verizon Test Orders
e TestIDs

+  Verizon Administrative orders %

«  Additional Segments ®* on orders (parts of awhole order are included in the whole)

e Ordersthat are not complete. (Orders are included in the month that they are complete)

» Verizon Affiliate data (where it exists) or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance (in al measures)

Perfor mance Standard:

Hot Cuts. 95% completed within window.
Standard for Cut-Over Window: Amount of time from start to completion of physical cut-over of lines:
1to9lines: 1 Hour
10to 49 lines: 2 Hours
50to 99 lines: 3 Hours
100 to 199 lines: 4 Hours
200 pluslines: 8 Hours
If IDLC isinvolved — Start time is within 4 Hour Window (8AM to 12 Noon or 1PM to 5PM)

Report Dimensions

Company: Geography:
« CLEC Aggregate e State
e CLEC Specific
Sub-Metrics
PR-9-01 % On Time Performance—Hot Cut
Description % of all UNE Loop orders completed within cut-over window. Start time specified on LSR. For

UNE Loops, includes both Loop only and Loop & number portability. Orders disconnected
early, and orders cancelled during or after a defective cut due to Verizon reasons are considered

not met.
Products UNE:
e Loop — Hot Cut (Coordinated Cut-over)
Calculation Numer ator Denominator
Number of hot cut (coordinated) loop orders Number of hot cut (coordinated) loop orders

(With or without number portability) completed | completed.
within commitment window (as scheduled on
order) on due date.

Verizon Administrative Orders — See Glossary
2 Segments — See Glossary
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Maintenance and Repair (MR)

Function:

MR-2 Trouble Report Rate

Definition:

Report Rate: Total Initial Customer direct or referred Troubles reported, where the trouble disposition was found to
be in the network, per 100 lines/circuits/trunksin service. “Loop” equals Drop Wire plus Outside Plant Loop.
Network Trouble means a trouble with a disposition code of 3 (drop-wire), 4 (outside plant loop), or 5 (central
office).

UNE Loop is defined as 2 wire analog |oop.

Exclusions:

» Report rate excludes Subsequent reports (additional customer calls while the trouble is pending)

» Troublesreported on Verizon official (administrative lines)

»  Troublesclosed due to customer action.

» Troublesreported by Verizon employeesin the course of performing preventative maintenance, where no
customer has reported atrouble

» Verizon Affiliate data (where it exists) or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance (in all measures).

+ TestIDs

Excluded from Total (MR-2-01) and Loop/CO (MR-2-02 & MR-2-03) report rates:

e Customer Premises Equipment (CPE) troubles

e Troublesreported but not found (Found OK and Test OK).

From MR-2-02 & MR-2-03 for 2 wire xDSL :
» |Installation Troubles (I Codes)

Perfor mance Standard:

Report Rate:
Parity with Verizon Retail

Report Dimensions

Company: Geography:
*  Verizon Retail o State
 CLEC Aggregate
» CLEC Specific

Sub-Metrics
MR-2-01 Network Trouble Report Rate
Products UNE: Trunks:
Resdle: * Specids * CLEC Trunks
e Specials
Calculation Numer ator Denominator
Number of All trouble Reports with found Number of Lines or specialsor trunksin
network troubles service
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Sub-Metrics— MR-2 Network Trouble Report Rate (continued)

M R-2-02 Network Trouble Report Rate — L oop
Products UNE:
Resale: e Platform
e POTS e Loop
e 2 WireDigita e 2 WireDigital Services
« 2WirexDSL *® « 2 WirexDSL Services
Calculation Numer ator Denominator
Number of al loop trouble reports Number of Linesin service
(Disposition Code of 03 and 04)
MR-2-03 Network Trouble Report Rate— Central Office
Products UNE:
Resale: e Platform
e POTS e Loop
e 2 WireDigita e 2 WireDigital Services
« 2WirexDSL * « 2 WirexDSL Services
Calculation Numer ator Denominator
Number of al central office trouble Reports Number of Linesin service
(Disposition Code of 05)

% Where the separate data affiliate exists, re-sold xDSL services will not be included.

% Where the separate data affiliate exists, re-sold xDSL services will not be included.
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Function:

MR-3 Missed Repair Appointments

Definition:

The Percent of reported Network Troubles not repaired and cleared by the date and time committed. Also referred
to as % of customer troubles not resolved within estimate. Appointment intervals vary with force availability in the
POTS environment. Includes disposition codes 03 (Drop Wire), 04 (Cable) and 05(Central Office).

Loop is defined as disposition Codes 03 plus 04 and are always dispatched_out.

Verizon uses asingle ticket process for misdirected troubles on UNE POT S voice loops (only). This process
enables Verizon to redirect atrouble to the opposite end of the circuit after a CLEC made an error in theinitial
dispatch direction.

Exclusions:

e Missed appointments where the CLEC or end user causes the missed appointment or required access was not
available during appointment interval

»  Excludes Subsequent reports (additional customer calls while the trouble is pending)

e Customer Premises Equipment (CPE) troubles

»  Troublesreported but not found (Found OK and Test OK).

»  Troublesclosed due to customer action.

»  Troublesreported by Verizon employeesin the course of performing preventative maintenance, where no
customer has reported atrouble

* Verizon Affiliate data (where it exists) or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance (in all measures).

e TestIDs

e Sub-metric MR-3-02 POTS Loop Only: exclude redirected troubles. A troubleticket is considered aredirect if
it was dispatched IN ence-and OUT-enee, and the trouble was found on the second dispatch (dueto a CLEC
error in theinitial dispatch direction). Reports with multiple dispatches in the same direction are not excluded.

e Troublesreported on Verizon official (administrative) lines.

Performance Standard:

Parity with Verizon Retail

Report Dimensions

Company:
* Verizon Retall .
* CLEC Aggregate
e CLEC Specific

Geography:
State

Sub-Metrics
MR-3-01 % Missed Repair Appointment — L oop
Products Resale: UNE:

¢ POTS-Residence * Platform — Residence

* POTS- Business e Platform - Business

e 2 WireDigita e Loop

« 2WirexDSL % « 2 WireDigita

e  2WirexDSL

Calculation Numer ator Denominator

27

Where the separate data affiliate exists, re-sold xXDSL services will not be included.
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Number of loop troubles where clear timeis Number of Loop Troubles (disposition
greater than commitment time (missed codes 03 and 04).
appointments for (M=X) for disposition codes
0300-0499).

M R-3-02 % Missed Repair Appointment — Central Office

Products Resale: UNE:
¢ POTS-Residence » Platform— Residence
e POTS- Business e Platform - Business
e 2 WireDigita * Loop
« 2 WirexDSL Services*® « 2 WireDigital

 2WirexDSL

Calculation Numer ator Denominator
Number of central office troubles where clear Number of Central Office Troubles
time is greater than commitment time (missed (disposition code 05).
appointments (M=X) for disposition code 05).

2 Where the separate data affiliate exists, re-sold xDSL services will not be included.
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Function:

MR-4 Trouble Duration Intervals

Definition:

For POTS(Resale & UNE Platform) -type-servicesthisis measured on a“running clock” basis. Run clock includes
weekends and holidays.

For UNE Loop, UNE 2 wire Digital Loop and UNE 2 wire XDSL Leep-servicesthisis measured on alimited stop
clock basis. A stop clock will be used when the premise access, provided by the CLEC and their end user, is after
the offered repair interval. Thiswould apply to dispatched out tickets only. (For exampleif accessis not available
on aweekend, the clock would stop at 5PM on Friday and resume Monday at 8AM).

For Specia Services-type-services and interconnection trunks, thisis measured on a“stop clock” basis (i.e., the
clock is stopped when CLEC testing is occurring, Verizon is awaiting carrier acceptance, or Verizonis denied
access).

Out of Service Intervals: The percent of Network Troubles that indicate an out of service condition which was
repaired and cleared more than “y” hours after receipt of trouble report. Out of Service (OOS) means that thereis
no dial tone, the customer cannot call out, or the customer cannot be called. The Out of Service period commences
when the trouble is entered into Verizon's designated trouble reporting interface either directly by the CLEC or by a
Verizon representative upon notification. Includes weekends and holidays. Includes disposition codes 03 (Drop
Wire), 04 (Cable) and 05(Central Office). Note: y” equals hours out of service (12 or 24 hours). For Special
Services: OOS is defined as troubles where, in the initial contact with the customer it is determined that the circuit
is completely out of service and not just intermittent problem (osi ='y") and that the trouble compl etion code
indicated that a trouble was found within the V erizon network

Verizon uses single ticket process for misdirected troubles on UNE POTS voice loops (only). This process enables
Verizon to redirect atrouble to the opposite end of the circuit after a CLEC made an error in theinitial dispatch
direction.

Exclusions:

»  Subsequent reports (additional customer calls while the trouble is pending)

e Customer Premises Equipment (CPE) troubles

»  Troublesreported but not found (Found OK and Test OK).

»  Troublesclosed due to customer action

e Troublesreported by Verizon employeesin the course of performing preventative maintenance, where no
customer has reported atrouble

e Verizon Affiliate data (where it exists) or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance (in all measures).

e TestIDs

For troubles where the stop clock is used:
»  Thetime period from when the stop clock isinitiated until the time when the clock resumes.

Perfor mance Standard:

Parity with Verizon Retail

Report Dimensions

Company: Geography:
* Verizon Retall e State
« CLEC Aggregate
e CLEC Specific
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Sub-Metrics
MR-4-01 Mean Time To Repair — Total
Products
Resale:
. Specias
Calculation Numer ator Denominator

Sum of Trouble clear date and time less trouble
receipt date and time for central office and loop
troubles {disposition code 03, 04 and 05.

Lccenle—ocludesctionotimey

Number of central office and loop troubles
(disposition codes 03, 04 and 05.)
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Sub-Metrics MR-4 Trouble Duration Intervals (continued)

MR-4-02 Mean Time To Repair —Loop Trouble
Products
Resdle:
+ POTSRES
« POTSBUS
Calculation Numer ator Denominator
Sum of Trouble clear date and time lesstrouble | Number of loop troubles (disposition codes
receipt date and time for loop troubles 03 and 04)
(disposition code 03 and 04)
MR-4-03 Mean Time To Repair — Central Office Trouble
Products
Resadle:
« POTSRES
« POTSBUS
Calculation Numer ator Denominator
Sum of Trouble clear date and time lesstrouble | Number of Total central office troubles
receipt date and time for central office troubles (disposition codes 05)
(disposition code 05)
M R-4-07 % Out of Service> 12 Hours
Products Retail: Trunks:
e IXCFGD Trunks * CLEC Trunks
Calculation Numer ator Denominator
Number of troubles out of service, where the -Number of Out of service troubles (Loop &
trouble clear date and time less troubl e receipt CO)
date and time is greater than 12 hours.
M R-4-08 % Out of Service>24 Hours
Products UNE:
Resale: » Platform —Residence
* POTS-Residence e Platform - Business
e POTS- Business * Loop
e 2 WireDigita e 2 WireDigital
+  2WirexDSL* +  2WirexDSL
»  Specials »  Specials
Calculation Numer ator Denominator

Number of troubles out of service, where the
trouble clear date and time less troubl e receipt

date and time is greater than 24 hours.

Number of Out of servicetroubles (Loop &
CO).

29

Where the separate data affiliate exists, re-sold xXDSL services will not be included.
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Function:

MR-5 Repeat Trouble Reports

Definition:

The percent of troubles cleared that have an additional trouble cleared within 30 days for which a network trouble
(Disposition Codes 3, 4, or 5) isfound. A repeat trouble report is defined as a trouble on the same line/circuit/trunk
as a previous trouble report within the last 30 calendar days. Any trouble, regardless of the original disposition
code, that repeats as acode 3, 4, or 5 will be classified as a repeat report with the exception of those exclusions
listed in Section A below:

Exclusions:

e Verizon Affiliate data (where it exists) or data of a separate office or division providing DSL, will be excluded
from all CLEC aggregate performance(in all measures)

+ TestIDs

Section A

»  For Loop troubles (e.g. analog loop, 2Wire Digital Loops, and 2Wire xDSL)arepeat is not scored when the
original reportsis no access or misdirected.

1.  Aninitial trouble may only be closed to a No Access disposition code if accessis not available within
the appointment window.

2. Anoriginal report that was closed to No Trouble Found (NTF), Found OK (FOK), or Customer
Premises Equipment (CPE) is deemed to have been misdirected if the trouble found is found in a second
report that was dispatched in the opposite direction.

Section B

Excluded from the repeat reports are;

e Subsequent reports (additional customer calls while the trouble is pending)

e Customer Premises Equipment (CPE) troubles

e Troublesreported but not found upon dispatch (Found OK and Test OK).

»  Troublesclosed due to customer action.

» Troublesreported by Verizon employeesin the course of performing preventative maintenance, where no
customer has reported atrouble

» Installation Troubles Reported within 30 Days.

» Troublesreported on Verizon official (administrative) lines.

Perfor mance Standard:

Parity with Verizon Retail

Report Dimensions

Company: Geography:
*  Verizon Retail o State
« CLEC Aggregate
» CLEC Specific

Sub-Metrics
MR-5-01 % Repeat Reportswithin 30 Days
Products UNE: Trunks:
Resale: e Platform e CLEC Trunks
e POTS e Loop
e 2 WireDigita e 2 WireDigita
« 2WirexDSL ¥ + 2WirexDSL
*  Specials *  Specids

%0 Where the separate data affiliate exists, re-sold xDSL services will not be included.
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Calculation Numerator Denominator

Number of central office and loop Total central office and loop Found troubles
troubles that had previous troubles (Disposition codes 03, 04 and 05)

within the last 30 days. (Disposition
codes 03/04/05, that Repeated From
Disposition codes < 14)
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Network Performance (NP)

Function:

NP-1 Percent Final Trunk Group Blockage

Definition:

The percent of Final Trunk Groups that exceed blocking design threshold. Monthly trunk blockage studies are based
on atime consistent busy hour. The percentage of Verizon trunk groups exceeding the applicable blocking design
threshold will be reported. Data collected in a single study period to monitor trunk group performance is a sample
and is subject to statistical variation based upon the number of trunksin the group and the number of valid
measurements. With this variation, for any properly engineered trunk group, the measured blocking for a trunk
group for asingle study may exceed the design-blocking threshold. [ Tables specify the blocking threshold (Service
Threshold) under which Verizon operates, above which it is statistically probable that the design blocking standard
is not being met and the trunk group requires servicing action. For B.005 design, thisis trunk-groups exceeding a
threshold of about 2% blocking.]

CLEC Trunks are dedicated final trunks carrying traffic from the Verizon tandem to the CLEC.

Exclusions:

Trunks not included:

* |IXC Dedicated Trunks

e Common Trunks carrying only IXC traffic

Verizon will electronically notify CLECs (operational trunk staffs), of the following situations for blocked trunks.
This notification will identify that Verizon has identified a blocked trunk group and that the trunk group should be
excluded from Verizon performance. Unless the CLEC responds back with documentation that the information on
the condition isinaccurate, the trunk group will be excluded:

*  Trunksblocked due to CLEC network failure

» Trunksthat actually overflow to afinal trunk, but are not designated as an overflow trunk

*  Trunksblocked where CLEC order for augmentation is overdue

»  Trunks blocked where CLEC has not responded to or has denied Verizon request for augmentation

*  Trunksblocked due to other CLEC trunk network rearrangements

»  Verizon affiliate data (where it exists) will be excluded from all CLEC aggregate performance (in all
measures).

Performance Standard:

Because Common trunks carry both retail and CLEC traffic, there will be parity with Retail on common trunks.
For individual trunk groups carrying traffic between Verizon and CLECs, Verizon will provide explanation (and
action plan if necessary) on individual trunks blocking for two months consecutively. An individual trunk should
not be blocked for three consecutive months.

End User Standard:

602.1(m) Final Trunk Group - Thelast choice group of common interoffice communications channels for the
routing of local, operator and/or toll calls.

603.3(g) Percent Final Trunk Group Blockages. This metric is defined as the monthly percentage of blocked calls
on any local, toll and local operator final trunk groups and has a performance threshold of 3.0% or less for each
final trunk group.

603.4(d)(3) For Percent Final Trunk Group Blockages, a Service Inquiry Report shall automatically be filed
whenever performanceis not at or better than 3.0 percent for three consecutive months.
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Report Dimensions— NP-1 Percent Final Trunk Group Blockage

Company:

* CLEC Aggregate
*  CLEC Specific

Geography:
e State

Products Trunks:
e CLEC Trunks
Sub-Metrics
NP-1-04 Number Final Trunk Groups Exceeding Blocking Standard — 3 M onths
Calculation Numer ator Denominator
Number of Final Trunk Groups that Exceed Not applicable

Blocking Threshold, for three consecutive
months, exclusive of trunks that block due to
CLEC network problems as agreed by CLECs.
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Function:

NP-2 Collocation Performance

Definition:

This metric includes collocation arrangements ordered via both the state and federal tariffs. Both state and federal
collocation arrangements are provisioned in accordance with the intervalslisted in the state tariff.

Interval: The average number of business days between order application date and completion or between order
application date and response (notification of space availability) date. The application date is the date that a valid
service request isreceived. A valid service request is a service request that was populated in accordance with the
collocation application instructions .

Refer to the state tariff in effect for interval information. (If no state tariff use NY tariff).
Completions; VZ will not be deemed to have completed work on a collocation case until the arrangement is suitable

for use by the CLEC, and the cable assignment information necessary to use the facility has been provided to the
CLEC.

Exclusions:

» Verizon Affiliate data (where it exists) will be excluded from all CLEC aggregate performance (in all
measures).
+ TestIDs

Formula:

% On Time: Number of Responses provided within standard or Arrangements completed on Due Date (adjusted for
milestone misses)/Number of Responses provided or Arrangements completed x 100

Perfor mance Standard:

Physical®":
Notification of Space Availability: 8 Days
Collocation Interval: 76 Days
95% On Time

Virtual®:
Notification of Space Availability: 14 Days
Collocation Interval: 105 Days
95% On Time

Report Dimensions

Company: Geography:
« CLEC Aggregate e State
e CLEC Specific
Sub-Metrics
NP-2-01 % On Time Responseto Request for Physical Collocation
Calculation Numer ator Denominator
Number of requests for Physical collocation Number of requests for physical collocation
arrangements where a response to the request where theinitial response was due in the
was due in report period and was answered on period.
time.

8 Intervals may vary in accordance with state regulations or tariffs.
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Sub-Metrics NP-2 Collocation Perfor mance (continued)

NP-2-02 % On Time Response to Request for Virtual Collocation

Calculation Numer ator Denominator
Number of requests for Virtual collocation Number of requests for virtual collocation
arrangements where a response was due in the where theinitial response was duein the
report period and was answered on time. report period.

NP-2-05 % On Time— Physical Collocation

Calculation Numer ator Denominator
Number of Physical collocation arrangements Number of physical collocation
completed on or before due date (including due | arrangements completed.
date extensions resulting from CLEC milestone
misses).

NP-2-06 % On Time— Virtual Collocation

Calculation Numer ator Denominator

Number of virtual collocation arrangements
completed on or before due date (including due
date extensions resulting from CLEC milestone
misses).

Number of virtual collocation arrangements
compl eted.
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Billing Performance (BI)

Function:

Bl-2 Timdiness of Carrier Bill

Definition:

The percent of carrier bills sent to the carrier, unless the CLEC requests special treatment, within 10 business days

of the bill date. The bill dateisthe end of the billing period for recurring, non-recurring and usage charges.

Exclusions:

e Verizon Affiliate data (where it exists) will be excluded from all CLEC aggregate performance (in all
measures).

*  Verizon Test Records

e TestIDs

Formula:

(Number of Bills sent within 10 business days/ number of bills sent) x 100

Performance Standard:

98% in 10 Business Days

Report Dimensions

Company: Geography:
« CLEC Aggregate e State
e CLEC Specific

Sub-Metrics

BI-2-01 | Timeliness of Carrier Bill

Calculation Numer ator Denominator

Number of carrier bills sent to CLEC * within Number of Carrier Bills distributed
10 business days of hill date.

Sent to Carrier, unless other arrangements are made with CLEC
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GLOSSARY

Application Date

The date that avalid order is received.

ASR

Access Service Reguest

VZ Administrative
Orders

Orders completed by VZ for administrative purposes and NOT at the
request of a CLEC or end user. These also include administrative orders
for VZ officia linesand LIDT (Left in Dia Tone). [SWO<="NC™;

BASIC EDITS

Front-end edits performed by the Gateway prior to order submission.
Basic Edits performed against Gateway provided source data include:
State Code must be a VZ state; CLEC Id can not be blank; All Dates
and Times must be numeric; Order Type must be ‘1','2','3','4’; Svc
Order Type must be ‘0", ‘1" *2'; Flowthru Candidate Ind and Flowthru
Indicator must be ‘Y’ or ‘N’; Lines Number must be numeric; Service
Order Classification must be ‘0" or ‘1'; Confirmation Method must be
‘E’, ‘M’ ‘“W’; Each submission must have a unique key (PON + Ver +
CLEC Id + State); Confirmation, Reject and Completion Transactions
must have matching Submission record. Any changes to basic edits will

BFR

be provided viaVZ Change Control procedures.
R e e

Collocation
Milestones

Refer to the state tariff for specific collocation intervals. (If no stete,
tariff refer to NY tariff).

In Physical Collocation, the CLEC and VZ control various interim
milestones they must meet to meet the overall intervals. The interval
clock will stop, and the final due date will be adjusted accordingly, for
each milestone the CLEC misses (day to day).

Prior to the CLEC beginning the installation of its equipment, the CLEC
must sign the VZ work completion notice, indicating acceptance of the
multiplexing node construction work and providing VZ with a security
fee, if required, as set forth in Section 5.5.5. Payment is due within 30
days of bill date. The CLEC may not install any equipment of
facilities in the multiplexing node(s) until after the receipt by VZ of the
VZ work completion notice and any applicable security fee.

In Virtual Collocation, VZ and the CLEC shall work cooperatively to
jointly plan the implementations milestones. VZ and the CLEC shall
work cooperatively in meeting those milestones and deliverables as
determined during the joint planning process. A preliminary schedule
will be developed outlining maor milestones including anticipated
delivery dates for the CLEC-provided transmission equipment and for
training.
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Common Final Trunk
Blockage:

Common final trunks carry traffic between VZ end offices and the VZ
access tandem, including local traffic to VZ customers as well as CLEC
customers. (In rare circumstances, it is possible to have a common final
trunk group between two end offices.) All CLEC trunks are engineered
at the B.005 level. (See Dedicated Final Trunk Blockage.)

Common Trunks;

(A) High Usage Trunks carry two-way local traffic between two
VZ end offices. High Usage Common Trunks are designed so that
traffic will overflow to final trunk groups. Local trunks are designed
such that no more than 0.5% (B.005 standard) of traffic will overflow
during the busy hour in all fBA geographies.

(B) Einal Trunks: (All VZ except NY LATA) Fina Trunks
carry two-way local and long distance IXC traffic between an end office
and an access tandem switch. Common Final Trunks are designed so
that no more than 0.5% (B.005 standard) of traffic will block during the
busy hour.

(C) Einal Trunks - Local (NY LATA 132) Fina Trunks carry
local two-way traffic between an end office and an access tandem
switch. Common Final Trunks are designed so that no more than 0.5%
(B.005 standard) of traffic will block during the busy hour.

(D) Einal Trunks—1XC (NY LATA 132 and Washington
Metropolitan Calling Area) Final Trunks carry long distance I XC two-
way traffic between an end office and an access tandem switch.
Common Final Trunks are designed so that no more than 0.5% (B.005
standard) of traffic will block during the busy hour.

Company Initiated
Orders

Provisioning orders processed for administrative purposes and not at
customer request.

Company Services

Official VZ Lines

Completion Date

The date noted on the service order as the date that al physical work is
completed as ordered.

Coordinated Cut over

A coordinated cut-over is the live manual transfer of aVVZ end user to a
CLEC completed with manua coordination by VZ and CLEC
technicians to minimize disruptions for the end user customer. Also
known asa“hot cut”. These all have fixed minimum intervals.

CPE

Customer Premises Equipment

Cut-Over Window

Amount of time from start to completion of physical cut-over of lines:
1to9lines: 1 Hour
10to49lines. 2 Hours
50t0 99 lines. 3 Hours
100 to 199 lines. 4 Hours
200 pluslines. 8 Hours
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Dedicated Final
Trunk Blockage:

A dedicated final trunk group does not overflow. Dedicated final trunk
groups carry local traffic from aVZ Access Tandem to a CLEC switch.
All dedicated final trunk groups to the CLECs are engineered at a
design-blocking threshold of B.005.
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Dedicated Trunks

(E) High Usage Trunks — CLEC Interconnection: carry one-way
traffic from a CLEC end officeto aVVZ Tandem Office or carry two-
way local traffic between aVZ end office and a CLEC end office. High
Usage Common Trunks are designed so that traffic will overflow to
final trunk groups. Local trunks are designed such that no more than
0.5% (B.005 standard) of traffic will overflow during the busy hour in
all VZ geographies. These trunks are ordered by the CLEC.

(F) Einal Trunks— CLEC Interconnection: carry one-way traffic
from a CLEC end office to aVZ Tandem Office or carry two-way
traffic between and end office and atandem switch. CLECs order these
trunks from VZ and engineer to their desired blocking design threshold.

(G) High Usage Trunks —VZ to CLEC Interconnection: carry
one-way local traffic from aVZ end officeto a CLEC end office. High
Usage Common Trunks are designed so that traffic will overflow to
final trunk groups. Local trunks are designed such that no more than
0.5% (B.005 standard) of traffic will overflow during the busy hour in
all VZ geographies. VZ orders these trunks from CLECs.

(H) Einal Trunks —VZ to CLEC Interconnection: carry one-way
traffic from afBA end office or atandem switch. Final Trunks are
designed so that no more than 0.5% (B.005 standard) of traffic will
block during the busy hour in al VZ geographies. VZ orders these
trunks from CLECs.

(I High Usage Trunks — IXC Feature Group D: carry two-way
traffic between aVVZ end office and an IXC POP. High Usage Trunks
are designed so that traffic will overflow to final trunk groups. IXC
trunks are designed such that no more than 0.5% (B.005 standard) of
traffic will overflow during the busy hour in all VZ geographies. IXCs
order these trunks fromVZ.

(J) Final Trunks—IXC Feature Group D carry two-way traffic
between and end office and a tandem switch. Common Final Trunks are
designed so that no more than 0.5% (B.005 standard) of traffic will
block during the busy hour in all VZ geographies. IXCs order these
trunks fromVZ .

Dispatched Orders:

An order requiring the dispatch of aVZ Field technician outside of aVZ
Central Office. Intervals differ by line size. In all areas, for orders
greater than or equal to 6 lines, a facility check is required and the
interval negotiated. In many, but not all areas, a facility records check
(in Engineering) is also performed for orders with between 6 to 9 lines.

Dispatched Troubles:

Loop or Drop Wire Troubles reports found to be in drop wire or outside
plant. Disposition codes 03 or 04.
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Disposition Codes

The code assigned by the field technician upon closure of trouble. This
code identifies the plant type/location in the network where the trouble
was found.

DUF

Daily Usage Feed

FOC

Firm Order Confirmation

Front End Close-Out

A trouble report closed with the customer on the line usually within 10
minutes of taking trouble. These include cancellations by the customer
or CLEC. Disposition Codes: 0741(RE<10), 0747, 0706(CP=291).

LIDT

Left in Dial Tone Orders. These are orders used after a customer has
moved out of a residence dwelling and the line has been disconnected
for billing — to leave in reserve Office Equipment (OE) assigned to the
cable pair in the central office. Once another customer moves back into
the location a second order is written to remove the LIDT status to
enable the customer order to process. These are not customer requested
orders.

Loop Qualification

Loop qualification isthe manual step whereby it is determined if aloop
facility that meets specifications necessary for 2-wire digital or 2-wire
XDSL services exists for the requested end user.

LSR Local Service Request

LSRC Local Service Request Confirmation

M echanized Flow- Orders received electronically through the Gateway and requiring no
Through: manual intervention to be entered into the service order processor.

Missed Appointment
Codes

VZ Missed Appointment Codes: CA = Cable Pair from the CO to the
Customer premises could not be assigned by the Due Date, (if after the
due date facilities were not available, the order is scored asaCF), CB =
Business Office, CC = Common Cause, CE = Equipment, CF = Facility,
CL = Load (lack of work forces), CS = Switching/programming, CO =
Company Other

Customer Missed Appointment Codes. SA = Customer Access, SC =
CLEC Not Ready, SR = Customer Not Ready, SO = Customer Other,
SL = Customer requested later due date.

Network Troubles

Troubles with a disposition code of 03 (drop), 04 (loop), or 05 (central
office). Excludes Subsequent reports (additional customer calls while
the trouble is pending), Customer Premises Equipment (CPE) troubles,
troubles reported but not found on dispatch (Found OK and Test OK),
and troubles closed due to customer action.

Non-M echanized:

Orders that require some manual processing. Includes orders received
electronically that are not processed directly into the legacy
provisioning systems, and are manually entered by aVVZ representative
into the VZ service order processor. For orders not received
electronically (such asfaxed or courier orders), 24 hours are added to all
intervals.

No-Dispatch
Troubles:;

Troubles reports found to be in central office, including frame wiring
and trandation troubles. Disposition codes 05.
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No-Dispatch Orders:

Orders completed without a dispatch outside a VZ Centra Office.
Includes orders with trandlation changes and dispatches inside a VZ
Centra Office.

Orderswith > six 6
lines:;

In al geographic areas, a facility check is completed on orders greater
than five (5) lines.

0SS

Operations Support Systems

POTS Total
(Business/Residence)

Plain Old Telephone Services include all non-designed lines/circuits
that originate at a customer’s premise and terminate on an OE
(switch Office Equipment). POTS includes Centrexand PBX trunks.

POTS—Total All

POTS Services. All includes Business (simple), Residence (simple),
plus ISDN BRI (complex)

PON

Purchase Order Number: Unique purchase order provided by CLEC to
VZ placed on LSRC or ASR as an identifier of aunique order.

Projects

Projects are designated by CLECs. For Trunks, any request for a
new trunk group, augment for more than 384 trunks, complex (E911
or DA) or request out of the ordinary requiring special coordination,
such as rearrangements is considered a project.

Reject

An order is relected when there are omissions or errorsin required
information. Rejects also include queries where notification is provided
to aCLEC for clarification on submitted orders. The order is considered
rejected and order processing is suspended while arequest is returned or
gueried.

Run Clock

A measure of duration time where no time is excluded. Durationtimeis
calculated comparing the date and time that a trouble is cleared to the
date and time that the trouble was reported.

Segment

Segments are parts of whole orders. [NVL SEGMENT, 0=<1] A
segment is used to apportion alonger order to meet limitations of record
lengths. Similar to a separate page or section on the same order.

Special Services

e e R
element-with—four—wires—Special Services are services that require
engineering design intervention. These include such services as high
capacity services (DS1 or DS3), Primary rate 1ISDN, 4-Wire xDSL
services, digital services, and private lines or foreign served services (a
line physicaly in one exchange, served by another through a circuit).
Excludes Ary-BSO-BSt-and-BS3-hen-access service. (access services
are defined as those purchased under the state or federa access tariff by
a wholesale/carrier customer). For Retail, Any-any service or element
involving circuit design purchased by a Verizon retail customer,
regardliess of state or federal access tariff. Excludes trunks. 10OF and
EEL are separately reported for provisioning.
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Stop Clock A measure of duration time where some time is excluded. The clock is
stopped when testing is occurring, VZ is awaiting carrier acceptance, or
VZ is denied access.

Suspend/Restore Orders completed by VZ to suspend for non-payment or restore for

Orders payment subject to state commission Collections guidelines.
[SNPRES IND.ISNOT NULL]

Test Orders Orders processed for “fictional” CLECsfor Verizon to test new

services, attestation of servicesetc. Includesthe following CLEC
AECN’s: ‘DPC’, ‘DPCL’NYNX’ZKPM’ ' ZPSC’, ZTKP [ ZTPS ,
'ZIM’.

Two wire digital
ISDN Loop

2 wire unbundled digital loop (previously called Two Wire Digita
Loop) that is compatible with ISDN Basic Rate service. It is capable
of supporting simultaneous transmission of 2 B channels and One D
channel. It must be provided on non-loaded facilities with less than
1300 OHMss of resistance and not more than 6 kft of bridge tap.
This service provides adigital 2-wire enhanced channel. Itis
equivalent to a 2-wire loop less than 18,000 feet from the NID at the
end user’s premises to the main distributing frame (which is
connected to the CLEC’ s collocation arrangement), in fBA’s central
office where the end user isserved. The 2-wire digital —ISDN BRI
loop, currently offered by fBA, is designed to support the Integrated
Services Digital Network (ISDN) Basic Rate Service which operates
digital signals at 160 kilobytes per second (kbps). The 2-wire digital
—ISDN BRI loop isonly available to the CLEC for usein
conjunction with the provision of local exchange service and
exchange access to its end users.

Product identification descriptions:

Retall

Major Customer Name/Number entered on Provisioning order first 4
characters does not contain the values "RSID" which indicates resold
or "AECN" which indicates unbundl ed.

Resale

Major Customer Name/Number entered on Provisioning order-first 4
characters does contain the value "RSID" the 6th through 10th
indicatereseller id. RSID except test and training RSID orders
Ordering: ORDER-TY PE of ORDERING-MASTER-REC =" 1’

UNE

Major Customer Name/Number entered on provisioning order- first
4 characters contains the values "AECN" which indicates unbundled.
Characters 6 through 10 indicate the Telecommunications carrier id.
Ordering: ORDER-TY PE of ORDERING-MASTER-REC =2 or
3
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POTS- Tota

Two wire analog service with a telephone number and POTS class
of service. Includes analog loop (SVGAL).
Ordering:
Service order classification of ordering master rec =0

Provisioning:
- Pots Orders are defined as not having a circuit layout (CL—FHB+S

NULL)-or are not for ISDN service (SEM-—21SNULL)
Maintenance:
- Class Service = 04/05/06/07/08/09/10/13/19/20/21

Complex:

Provisioning:
ISDN Basic Rate: Secondary Service Code Modifier (SCM_2) is
not blank
2 Wire Digital .Servic&e
2 Wire xDSL Services (including Loops and Line sharing)®

33

DSL Services provided by Verizon may be provided by the Separate Data Affiliate (VADI) in all states except New Jersey.

New Jersey retail DSL Serviceis“Info-Speed” until such time as a separate office or division provides DSL services. In other states, as approved
by state regulatory commissions, once the SDA is reintegrated into Verizon, a separate office or division providing DSL will continue to order
services through the Verizon wholesale interfaces, as required by this Order. Until reintegration, provisioning performance will be measured
from receipt of the order from the SDA to completion of the order to the SDA. Onceintegrated, “retail” and “resale” provisioning performance
will be captured from receipt of customer order through completion of customer order by the separate office or division providing DSL from that
office or division’s provisioning data sources.
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Special Services

Special Services (“Specias’) are services that require engineering
design intervention. These include such services as. high capacity
services (DS1 or DS3), Primary rate ISDN, 4 wire xXDSL Services,
digital services and private lines or foreign served services (a line
physically in one exchange, served by another through a circuit).
Ordering:
Service order classification of ordering master rec = 1
Provisioning:
- CEFIbisnetNULLFormer BA-North: RID_ACT _INTVL>0
Former BA-South: RID DATE _ACT ISNOT NULL
Maintenance:
- Criteria for inclusion (for line count and trouble tickets) is

standare—report category (rpt_cat) is "CR" indicating a
Customer Reported trouble, circuit fermat-1D does not indicate
(fourth character of circuit id for a length of 2)
"TK","IB","DI","DO" because these are considered POTS, 7th
character of circuit id does not indicate officid VZ line as
defined by Telcordia standard practice, trouble code (trbl_cd) is
either "FAC" or "CQO" indicating the trouble was found in the
Facility-cable (from Central Office to customers location) or in
the Central Office (the trouble was found within the VZ central
office), Maintenance center (MCTR) is not training or blank
which excludes troubles entered for employee training purposes,
Subsequent calls on the same trouble are not included in these
metrics, Troubles/lines are excluded where circuit id (cktid
character 4 for a length of 2) indicates non-UNE access circuit,
as defined in Glossary above. tariff-fiting:

For Trunks:

For Maintenance: Criteria for inclusion is Circuit format (cfmt) is
'M" as defined by Telcordia standard, report category (rpt_cat) is
"CR" indicating a Customer Reported trouble, trouble code (trbl_cd)
is either "FAC" or "CO" indicating the trouble was found in the
Facility-cable (from Central Office to customers location) or in the
Central Office (the trouble was found within the VZ central office),
Maintenance center (MCTR) is not training or blank which excludes
troubles entered for employee training purposes, Subsequent calls on
the same trouble are not included in these metrics.
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Verizon East Summary of Recommended Changes per NY PSC 10/25/02 to
FCC Order on Verizon Merger Measures, Standards & Reports

Measure # Measure Name Change Reason For Change
Miscellaneous | Retail Analog Compare » Updated Retail Analog Tableto read as UNE POTS | Clarification per NY
Table Platform rather than UNE POTS under Provisioning. | PSC 10/25/02 order.
* Added an Exceptions section to the Maintenance
section of theretail analog table.
PO-2 OSS Interface Availability » Clarified definition to include information regarding | Clarification per NY
processing compl exes. PSC 10/25/02 order.
» Clarified formula section by adding an example of
the calculation.
PO-2-02 OSS Interface Availability e Clarified the numerator and denominator. Clarification per NY
—Prime Time PSC 10/25/02 order.
OR-1 Order Confirmation + Added aNote to the end of the Definition sectionto | Clarification per NY
Timeliness identify those ASR requests that are not counted in | PSC 10/25/02 order
the OR-1 confirmation timeliness metrics.
e Updated exclusion referring to PONs handled as
projects.
OR-2 Reject Timeliness » Added exclusion for ASRs with RTR field Change per NY PSC
popul ated. 10/25/02 order.
e Added exclusion for PONs handled as projects.
OR-5 % Flow Through/Achieved * Added exclusion for PONs handled as projects. Change per NY PSC
Flow Through 10/25/02 order.
PR-3 Completed within Specified ¢ Added exclusion for PONs handled as projects. Change per NY PSC
Number of Days (1-5 lines) 10/25/02 order.




Verizon East Summary of Recommended Changes per NY PSC 10/25/02 to
FCC Order on Verizon Merger Measures, Standards & Reports

Measure # Measure Name Change Reason For Change
PR-4-02 Average Delay Days *  Updated the PR-4-02 products lists. Clarification per NY
Total PSC 10/25/02 order.
PR-4-04 and % Missed Appointment — »  Updated the PR-4-04 and PR-4-05 Products lists. Clarification per NY
PR-4-05 Verizon Dispatch and % PSC 10/25/02 order
Missed Appointment
Verizon No Dispatch
PR-4-07 % On Time Performance + Clarified the PR-4-07 Description to describe Clarification per NY
—LNP Only process used when customer requests an early PSC 10/25/02 order.
disconnect.
PR-6 Installation Quality +  Added exclusion for PONs handled as projects. Change per NY PSC
10/25/02 order.
MR-3 Missed Repair + Clarified the Definition to indicate that Disposition | Clarification per NY
Appointments Codes 03 and 04 are dispatched ouit. PSC 10/25/02 order.
* Added exclusion for VZ official (administrative)
lines
» Clarified exclusion regarding redirected troubles.
MR-4 Trouble Duration » Clarified language in Definition section. Clarification per NY
Intervals PSC 10/25/02 order.
e Added exclusion for VZ officia (administrative)
lines.

» Removed exclusion regarding misdirected troubles. | Clarification
consistency within
guidelines.

MR-4-01 Mean Time to Repair - * Removed redundant language in the numerator. Clarification per NY
Total PSC 10/25/02 order

MR-5 Repeat Trouble Reports «  Added exclusion for VZ officia (administrative) Clarification per NY
lines. PSC 10/25/02 order




Verizon East Summary of Recommended Changes per NY PSC 10/25/02 to
FCC Order on Verizon Merger Measures, Standards & Reports

Measure # Measure Name Change Reason For Change
Glossary BFR «  Removed the definition. Clarification per NY
PSC 10/25/02 order.
VZ Administrative * Removed the programming code from the end of the
Orders definition.
Missed Appointment * Added Missed Appointment Codes CA, and SC.
Codes
Special Services » Updated the Special Services definition.
Glossary - Special Services +  Updated the Specia Services description for North | Clarification consistent
Product and South. with NY PSC 10/25/02
Identification order.
Description
POTS-Totd « Removed the programming code. Clarification per NY
PSC 10/25/02 order.
Complex Services ¢ Removed the ISDN Primary bullet.
Headings for «  Added asterisk (*) to states of Delaware, Maine, 271 Approval -
BA/GTE East New Hampshire, New Jersey and Virginia. removed from reports




